


Ffoiii: 

Sant; 

Tm 

Ce 

Subjocfa 


10OctQber2M^6j45 

FW; Negative pathway - jock change piFot 


Importance; 


High 


Rrst of a few emails copied fn to save her sending the same ones 
Thanks 

f- 


From; ^^^^Hlmailto 
Sent! 09 April 2018 09:38 

!@glasgqw.gov.uk>; 
>lTom eof{tce.BsLeov.Qlc> 

& Europe)^^^ 
i5erco.com> 

Subject: Negative pathway - lock change pilot 
ImportancB; High 

Hi All 


senco.com] 
@ggc.scot.nhsj 



isercD.coni>; 


Soda) Work) 

@ homeofflce,gsl.go v*uk>;| 
^■(UK8t Europe] 


!!lh« ®®u? criteria as a starter for lOthat was developed for 

another area of work, anything you could share would be helpful. ^ 

I know we are all due to meet again on the 23rd April, however Ideally I would like Sereo to take some 
proa ve steps in pibting lock change notices In advance of that, given that Intake demands are 
Inmasing, and also In the context that we are keen to ensure we start to get the right messagInR with 
^mers out now In advance of any formal process being In place. But to also assist In the avofdance 
tontlngen^ measures where passible. The extent of negative overstaying at present Is proving 

Increasingly detrimental in supporting that. ^ ® 

mnflripltto '“IT' Is exempt under the Rent Act-so I am 

confident that this action would be lawful. However equally I am also conscious that it would be sensible 

r *!!f ^ ^ ««»> wropriate elected 

*^*"*“"* particularly In the view that attention from the VCS is very likely to 

^ f"“ '"""‘•'•b.lrjbllralsId.dotUhlsIntlKspIrltof pMmrslilp worUni!„«dmiitto 

ensure thK In any ectlees taken we mnue foiward inapartnershlpeepadty.andtliatthe nathwavSs ttiat 
of the partne^hk. net jest Seta.. I don't think w. can welt lor the Snmndt»this p“lttal .CXe« 


J 





















n^any c«e we are likely to see push back from ASH and Positive Action in Housing In particular, however 
Itimately as a partnership If we all stand behind what steps are to be taken and offer assurance that 
thwe who ultimately are complex and may be owed a duty under another legislative framework If 

ass^ment before action is taken by Serco, and that for cases who are 

deoTS^I ^ la (I would suspect very minimal) we will work collectively to plan their 

dfipdfturc^ then there Is little more thet we can do to appeaso the VCS. 


™ ““ open tocomingtogetherto do some VCS engagement at a one 


off meeting ahead of our next meeting? Equally 


me to do some political engagement with the most appropriate membem? 


would you be comfortable In working with 


I would also like to do something with RSL’s, and perhaps could tie this alongside the VCS 
consecutively). 


meet (e.g 


If you could some back to me as soon as 
discuss if colleagues think useful. 


you are able that would be helpful. Happy to have a dial in to 


Thanks 




Customer Relationships Dlractor 



www.setco.oom 









From! 

Sent; 

Tos 

Ce: 

Subjects 



10 Pet 



(Social WorjQ 
,6:47 


FW: Pathwi^ 


daf WoiiO 
(NH5 basecO 




Sub 


[mallto: 

:55 

(Social Work) 
t.nhs;uk> 

(UK & Europe) I 
: Pathway * 


@5erto,cotn] 



rasgDW.gov,uh>; 


kms based) 


*serco»com> 



I am on my fli^ day back so catching up on emails, 

sizr comp,.. w.«, d 


The meeting Is still on for 12pra on 27th ^ an you attend that also?) 
Many thanks 



'A 


elation^fps Director 



www>serco.c9ryi 
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[Soclat Work} < 


^^^^^^WUK&Turope) 

Subject: R£: Pathway 


HI 



OW.gOtf>UlO 



Apologies for delay In getting back to you, I am just back from leave I see therp ic a moa+inn t^ 4 u m t 
of weeks wfth Cou ndltor Leyden (Is tfirt sdn on?) ' ®'" ® 

I think you go forward with what we discussed at our last meeting 

Ste S ifoYrhapsti^ dSSh: 5?*’ “ fa®""* 'ntink the example was someone getting treatment for TB) I can see 

WBOrt IS pertapsthedHUcuitdilemmafaryourstaff. Maybe, they win needclearguldellnes tralnine 

ofo:Lr’^s^re«/slyo"nTvS‘elTbrsr^ 


Thanks 

Duncan 



HI Both 


Sony to push on the below, but I am keen to start Implementation 
current pressures we are facing. 


as soon as we are able to given the 


ar^nltfib“oir“a?Iri"™r*’^^^ u*®^ P™S™®®’"g with local change notices ahead of us 

ryl g this out and of course ahead of that we need to agree the parameters of the process. 


I am due to go on leave on Friday until Hth. so please ensureHls also copied into any responses. 


Many thanks 

















ReteUonshFps Diredtor 






From; 

Sent: 29 May 2018 10:59 

(Socbl Work};! 
& Europe) ^ 

Subprt^auiwa^^ 

HI both 






I hope that you are well - Just a quick email to 


enquire as to whether you have any initial thoughts? 


As discussed, before we seek to Implement anything (Ideally which I would like to move on quite quickly 
once we are comfortable), a short member briefing to key Clirs would be helpfiil, ^ 

Welcome initial thoughts. 


Thanks both 



Qistnnier Relafionships Director 

SfSfOJtJ It'/irr.. i: . - 


T; +44(0 
M: +44 (C 



aerro.com 


www.serm.mTn 


Glasgow - UK Council of the Year 2015 
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Thb email is from Glasgow Oty Council or one of its Arm's Lensth Organisations [AlSOsi Views in thk 

mteiAd ^pl«« of thh rawll (ond mv MtadunemL plodie infdmi the sender by return einsir end detrovel coidii. 

d^Md. Pl..> M d-llSSSSSSS TOdtet 

bylhe council, or aleo, forreasoSof sLurltv and for 
monitoring Internal compliance with the office policy on staff use. Email monitoring or blocWng soCre mlSoVa usS 













Please bea^re that you have a responsibility to make sure that any email you wirrlte or forward Is within the bounds of tho but 


For further Information and to view the councirs Privacy Statementfs), please click 
www.gla5 gow.gov.uk/privacv 


on link below: 




Impaftance: High 


[mailtoi 

Sant: 29 June 20as 08:57 

[UK & Europe)| 
iggc.SQ3t.nhs.uk>;| 
Eumpe] 

Subject: ACTIONS on 
Importance: High 



@5eito.comj 


|@5erco.CDm>; 
](Sodal Work] 


}5erca.coni> 



based] 

gl35gOW.gDV«uk> 



HIAI! 


The meeting with Jen Laydon went weil eariter this week, and pollticaliy She understands the need for 

Serco to expiore iock changes for negative cases - she has agreed to assist In managing some of the 
politicai messaging on that if required. 

Ideally i would like to get the pathway boxed off over die next week* so we can start to roll out ASAP -1 am 

also conscious we need to be clear with the VCS on our intent as soon as possible, but equally f want the 
pathway broadly agreed before that point. 


please could you make the suggested amends to the tetter and Info within the crib sheet 
document to ali^ to Scottish le^slatlon. 

Given the issues we are having with the VCS at present in terms of Housing Officer contact post 
negative decision, I think we need to Include some lines on how frequently we will speak to/visttthe SLf 
and what the lines will be. 1 am thinkingthat weekly calls, plus the monthly inspections or any vis# 
requests made by the 5U, and perhaps we draft an appendices with some clear lines on what will be said - 

that way we are being transparent about what messages the SU Is getting, and can show as a partnership 
we have agreed to that approach. Thoughts? 


1 know we agreed a more broad principal on how we consider vulnerability, but any guidance you 
may have to share from an ops perspective with Hsg Officers would be helpful. 

The three month review, I have had a rethink about following discussions. My view now Is we place the 
translated versions of the document In the property folder of every property we have, and the Hsg Officer 
can allude to this much more frequently e.g. every other visit. Some of the concerns have been about how 
we monitor the 3 month review principal and what that means In terms of process etc. Through the 
rethink, I think perhaps amending the exit surveys to ask specific questions about this would assist and 
enable an independent audit so to speak by Partnership. Then ramp up how this feeds Into CLT reporting - 
do you do the exit surveys in Scotland? 


1 












Thanks 




}mer RelaQonsh ps Director 

UK 0-rj!rcj| ‘i'cvaTOveni: 



www.5ercD.com 
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Froin; 

Sent; 

To: 

Ce 

Subject: 

AttBchmerits: 


Work) 

10^^bgr2om6:48 

Work} 

based) 

FW^ Pathway 
SM positive letter «docx 




Fronu 


_llmalfto 

Se nt! 04 July 201813rf 3Q 

IfSoclal Work) 
|Scotnhs<uk> 
|{UK & Europe) 

_ »serco*com> 

Subject; Re: Pathway 


rco.com] 



£lJa5iOW.fiav.uk>^ 


serco.Eom> 



H[NHS based) 
UK & Europe} 


Sorry all - attached Is the fully drafted Positive letter (please Ignore previous one) 




er Ra'aHonshfps Dfredor 



fiViW 




Sent: OAjXzms 02:53 



I (Social Work] 
|(UK & Europe); 
Re: Pathway 



[UK A Europe) 


RffCLsrotnhs.uki 


Hi Duncan 

Please see amended document, and also a proposed revised positive letter far Scotland, The negative 
l^er will not Include this content, for obvious reasons. I will pull together a Positive pathway shortly - the 

bulk of ft will be the same, so should be easy. Should help us manage the wider narrative If we have a 
pathway dear far each decision. 

Can you please take a look at both documents and advise if you are happy with what Is there. 


3 
















Please also note other comments in the pathway In relation to a change of how we do the 
expectation management (an Intenral Issue for us In reality), and also the reference to partnership 
meetings. 

Are we all comfortable with the p/shIp mtg proposal? If so, I will consult with the UKVJ.^H Is pushing me 
on this in any case so we will have a captive audience. I cant foresee It being an Issue if we aren't sharing 
specific personal data. 

If you could come back to me ASAP that would be Immensely helpful, as once boxed off with UKVI in that 
regard I will look to draft some comtns to the VCS pre rollout. 


Thanks 



>vww,serm.corn 


Se ntireJulylOiai Sca^^^^ 

Cc:^HHH(UK& Europe) 
Subject: RE: Patoway 



I would maybe put the following on page 4 after Accommodation with 5ERCO ends 

" During this notice period you will need to make up your mind of where you are going to live. You are free to travel 
to any part of the UK. You can make a homeless application to any local authoritv in Scotland. 

If you wish to continue TiWng In Glasgow, Glasgow City Council will accept a homeless application from you. This will 
give you priority in Undlng settled accommodation. It Is likely that you will need to be placed In temporary 
accommodation first. This could be a temporary furnished flat(TFF) a B&B, a hostel or hotel. You do not have a 
choice of where the Coundl places you. 

Glasgow City GQundl udll then attempt to get you an offer of your own settled accommodation. Please note you only 
get one offer, as you are dassed as being in housing crisis and homeless. 

The Councils Asylum and Refugee Service will contact you shortly to see if you are wishing to make a homeless 

application. If you wish to do this you will be Invited Into an interview to get all your details and get a resettlement 
plan in p)ace" 

You could then replicate In page 6 and 7 
What do you thinfi? 
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Rom 



Sent; 03 July 2018 08:47 
To:| 

Cc: 

Subject: Pathway 
Importance: High 






a«.BOv.uk > 
.cogn> 



Just chasing up regards to whether you have had chance to review the document in terms of wording 

changes related to your statutory obligations. I am keen to get the document ffnaJIsed ASAP If poss so we 

can^rtto roll out. We are receiving a lot of queries from SRC and ASH at present re process, so to avoid 

confusion I would rather be explicit about what the process Is going to be rather that refer to current 
process. 


Hianks 




on^ifps Director 

Sem? IK Oitiija! 



BfwwjaicD.com 


Glasgow - UK Council of the Year 2015 

Disclaimer; 


Tto email Is *qra Glasgow City Coundl or one of its Mu's Length Oisanlsatlons (ALEOs). views expressed In this messase do 
not nK^arily reflect those of the coundl, or ALEO, who wl 11 not necessarily be bound by Its contents. If you are not the 
Intended redplent of this email (and any attachment), please Inform the sender by return email and destroy all 
Unauthorised access, use, disclosure, storage orm^ng Is not permitted. Please be aware that communication by Internet 

'•'’‘I f®®'' IV someone else. Therefore, westrongly adytseyou notto email 
anyinformeU^whlch If disclosed to someone else, would belllcely tocauseyou distress. If you have an enquiry of this nature 
ttttn please write to us using the postal system. If you chose to email this Information to us there can be no guarantee of 
priva^. Any email indudlng tts content may be monitored and used by the coundl, or ALEO, for reasons of security a nd for 
monitoring internal compRance with the office policy on staff use. Email monitoring or blocking software may also be used. 
Please be aware that you have a responsibility to moke sure that any email you write or tonward Is whhln the bounds of the law 

Gl^ow Council or ALEOs, cannet guarantee that this message or any attachm ent Is virus If ee or has not been InterceDted 

and amended. You should peHorm your own virus checks. ^ 


for further information and to wew the council's Privacy Statenient(s), please dick on link below; 
www.«lasgow.flov.ukyDrivacv 
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(Social Worilt^ 


From: 

S^it: 

Toe 

Ce 

Sul^oct 



I (Social WortO 
10 October 2018 I &SQ 

|(5Dda1 Work) 
|(NHS based) 

FW: Follow up 



}serco.com] 


Fliani:|||H^^maflto 
Sent: BTilylSs^llelS 
To! {Councl[lor}^^^^f^^^w^ri@glasigow«gov.ijk> 

& Europe|^^^^^BB||gi-se tto.c Qm>; 
aserco. com>J^^^BBffg based) 
Wbrk)^^^^^^^^@g]asgow.gov.uk> 

SubJert^SlIo^a^^^ 



K & Europe) 
gB(Lscotfilis,uk>^H 


(Social 


Dear Jen 


Iho^ that you are well. I just wanted to follow up from our meeting last month, firstly to say thank you 

for bMh giving me the time and also making a commitment of engagement In terms of working more 

Closely together In the Mure, so we can work together to better ensure positive outcomes for both 
communities and our service users* 


^dl^ssed in the meeting, the pathway development that we have been conducting with^Knd 
'**’w drawn to completion, and we will be looking to roll out that pathway for future 

Jh™ UfJ!’™'!?^ Journey, both to better manage the expectation of service users, and to ensure 

the saf^ and protection of those former a^lum seeking households In receipt of a negative decision 
where their vulnerability may Infer duties of care or accommodation may be owed under another 
le^slatlve framework outside of immigration le^slatlon. 


Equally the process at the end of the pathway in terms of ending accommodation for negative cases who 
1^11 not be owed aoMher duty and who are overstaying In terms of lock change issuing will begin to be 
introduced. It Is likely we will begin this piece of work w,c 30th July, and ahead of then we will be issuing 
communications to key stakeholders In terms of that process. 


Our main priority Is to ensure the process Is managed sensitively, to effectively address any concerns of 
partners, but fundamentally to ensure that we are able to generate sufficient capacity in terms of 
accommodation far those starting their asylum Journey - we all agree reswtlng to contingency 
accommodation Is not appropriate, and there are currently almost 250 service users residing In 

»commodation who have been Issued a decision by the Hone Office that they will not be granted refugee 
status, and who aren’t actively pursuing an appeal. 


1 expect there may be some concerns raised by the VCS with members, and as such I wanted you to be 
aware ahead of any communications going out - albeit we did discuss at our meeting 


I would appreciate it if there are no communications from yourself on this ahead of our communications 
go ng out, and I will ensure that you are copied Into those comms. However of course, if you wish to follow 
up from that with members that is completely understandable. 

] 



















Can I take the opportunity to reinforce my commitment that if there Is anytfilng I or Serco can do to 
support any political dialogue please do drop myself or Jen a line. We agreed we would periodically meet 
In any case, and I would be happy to get something in the diary for September/October now if helpful. 

Many thanks In advance 




Customer Re atlon^^ D rector 



www.semo.cDm 


' " = ^ ■ II 

Frenu Layd6n,Jennlfer{CounElllor) <Jennlfer.lawlen»BtasaDW.BQif.uk> 

Senh23ADdl^8 09:43 

Ccs^^^^|(CED] 

Suhfect; RE: Introduction and request Ibr meeting 

Dear^^^l 

Thank yoy for your email and would be great to organise a meeting to discuss the Ot/s priorities In terms for 

asylum seeker Integiatlon. I would also Invite council colleagues^ who have operational understanding of dispersal In 
Glasgow. 

could you find time in the diary to meet wlth^fand add^^^^^^^and/or Susanne Millar? 

i 

Thanks 

Jen 

Councillor Jennifer Layden 
SPJP Councillor for Calton Ward 9 
atyCOnvenerforEqualrtlesand Human Rights 


Gla^ow Oty Council 



TO! Leyden, Jennifer (COundllor) <Jenn]fer.Lavden giHlasgow.flov, ufo 
Subject: Introduction and request for meeting 
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Cdunclllor Layden 


I hope that vou are well. I am contacting you by way of Introduction, but also to arrange to meet with you 
if possible. 


In January I Joined Serco as Customer Relationships Director for the North West and Scotland/Northem 
Ireland COMPASS contracts. My role primarily Is responsible for maintaining and promoting good working 
relationships with external stakeholders, organisations and agencies. In orderto enhance the performance 
and continuous Improvement of the Serco COMPASS Contracts. 

I will also be leading on the delivery of engagement and communication strate^es with both Internal and 
external stakeholders; and providing leadership and strategic direction to mileagues In tirls regard. 

My previous role was as Head of the North West Regional Strategic Migration Partnership hosted by 
Manchester City Council on behalf of the region (similar to the function COSLA provide, but perhaps more 
hands on In some respects). The partnership Itself Is a collection of statutory and Voluntary ago nHnc who work 
In collaboration to both ma^dmlse the benefits, and also to mitigate the risks of migration within oommunlttes. As a 
very brief summary. In that role f led the work around widening of asylum dispersal across the North West, 
Increasing the number of LA's engaged from 12 to 32 and supporting the building on Infrastructure around 
the programme. In addition to leading the co-ordination and delivery of resettlement programmes {e.g 
Gateway, Syrian, VCRS, MoD programmes) and the UASC national transfer scheme within the North West. 
Some of this work Included leading on developing a governance structure around the work that the 
partnership delivered, developing comprehensive consultatlan processes with Serco as the prouder and 
police forces, leading the political briefings and advice on migration related matters across the region with 
Metro Mayors and Council Leaders, In addition to members with spedflccommunttyfocus/portfollo, and 
also working with authorities and statutory/VCS agendas to manage the effects and Impacts of the 
programmes at both a community and service level. In that role 1 was the single point of contact from a 
political and statutory agency contaa In the North West on Asylum & Migration related matters, and 
reported directly to the chair of the RSMP ExecutNa Board; Steven Pleasant, Chief Executive of Tameside 
COundl and lead CEx. for asylum and migration In GMCA and the North West Prior to holding that role, my 
bad^und is strategic housing & homelessness, working with complex needs families, reducing re¬ 
offending, child protection roles to name a few. 


I provide this summary only as context to my background to evidence the underatanding I have of 
migration programmes, and their Impacts at both a strategic and ops level, and to hopefully articulate that 
my request to meet is not simply based from a contract delivery perspective " but to also explore how 
Serco as a provider of asylum dispersal can better develop our role and engagement In a strategic context 
alongside other social concerns and priorities e.g. homelessness. Integration and health and social care. 


^^^^terted In January, I have met with a number of key colleagues such as 

^^^|to better understand the homelessness and H&SC context and concerns wHhtn Glasgow, In which 
better processes with UKVI at a national and regional level are required In order to effectively plan for and 
manage risk. I also met with the Undsay Forest prior to her departure at the end of March, and that 
meeting was crudal lit me better understanding the housing/regeneration context ongoing in the City. 


revlously worked wh 



[prior to his departure) 


om a CoSLA perspective, and have mi 


and more latterly | 
since starting In this role on a number of 



occasions. Most recently spending the day with him at the New Scots Strategy Board followed by an 
afternoon session 1:1 to again get a fuller understanding of the current landscape. I have also had a really 









productive morning with^^|and 
relationships moving forward. 

in my first week in post, i attended at the New Scots Refugee Strategy launch, and I understand from that 
event and subsequent meetings that you have a key role as elected member on behalf of communities in 
Glasgow in relation to Health & Social care, and also asylum and migration related matters. As you will be 
aware, the current COMPASS contract ends in September 2019. Serco of oiurse wish to remain delivering 
asylum dispersal in Scotland post that time, however an outcome is unlikely to be determined on future 
delivery until the end of this year. Regardless of the timlnp or the subsequent outcome, I am keen to 
ensure in the remaining 17 months of the contract (and potentially beyond), that Serco as the current 
provider work closely alongside the Council and statutory agencies to best manage the impact of the 
programme, and promote positive Integration In communities. 

I would really welcome a meeting with yourself and Susan Aitken for both introductory purposes, but to 
also better understand the wider priorities for the City as you see them where asylum dispersal may have 
an impact, and where closer working relationsh ips may assist i n bridging any gaps, if you would also 
welcome a meeting, I would also like to Include^BHIHwho is currently the Contract Operations 
Director for Serco in relation to COMPASS. 

I look forward to receiving your reply. 

Kind Regards 


I at SRC, and I am keen to develop and sustain those 



Customer Relationships Director 

U < Cer .•al Gw-sTOWstVc 



www.seroo.oom 
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godal WorlQ 


FiDm 

Sent 

To: 

Ce 

SuljeCb 

AtachmentB: 


^^^^^■(Soda) WorlO 

Ifl October 2Dia 16 ;49 

Work) 

based) 

FW: Finalised pathway dooiment 

SNl negative move on pathway - July 2D18.pdl; SNI move on info FINALdoog SNl 
positive letter FtNALdooq SNl negate letter BNALdooc 



[maifti 



fwmi 

Se nt: 17 July 201806 :57 

(Social WodE^ 

j(UK& Europe) 
^5erooxom> 

Sublect: Finalised pathway document 


serco-com] 




igiasigow*gov.uk>j 


se]To.oom>; 


^^NHS based) 
[UK & Europe) 


HI Both 


Please find attached the finalised negative move on pathway document for SNL 

Internally we are havin g a call today to discuss next steps in relation to Implementing roll out now that we 
have this agreed.^^ I know you wanted to take to your board also. 

As soon as we have agreed timings 1 will advise you. 

We dldn^t get any objections from^^^bout the meetings (I did ask multiple times, and didnt get a yes 
or no but rather comments on other sections, so I am taking that as no objection). She did ask that UV 
safeguarding team be copied Into any referrals to social care direct as per our process, so I have built that 
In and attached the API form. 

f will also draft a positive pathway draft when i return from leave incorporating the redrafted 
letter. Although we will get to work In translating both the negative and positive letters, and move on 
document following toda/s call. 


1 have attached word versions of all documents we will be translating. 

^^^^^^Hand f will discuss a basic operating procedure for staff that sfts behind negative pathway and 
positive letter Issuing [in lieu of a pathway being drafted). 


Be in touch soon. 




Customer Relattonsh ps Director 

















T: +44 


wmt.seroo.com 






Sent; 

Toe 

Cc 

Stimect; 

Attachmentss 


(Sociaf WorfO 
100ctober203£16?« 

Work) 

based} 

FWtPaOTW^ [SIC] 

Negative move on pathway (Scotland) ^ July 20iapdf 


FrafnE^^^^^malltol 
Sent: 19 July 20XS 09:41 

icot,nhs.uk> 
[UK & Europe} I 
isercD,c3oni> 
tthway [SIC] 


)5erco,a9ni] 



|@ielaseow.gov«uk>; 


>serco.coni>; 


(NHS based) 
[UK & Europe] 


CJaBstflcatlan: Serco In ConUdenoa 
Hi Both 

Below gone out a preamble (sorry typed your address wrong In the original email). 

As an Insight, we will be looking to begin roll out of the lock charge process to current over stayers w/c 30*^ July. The 

pathway process will be embedded for emerEing cases-the Intention at this stage Is not for us to share the 

pathway with the VCS. I don'tthink this is required, given that it Is a process for the relevant stakehoUets Involved 
e.g. yourselves. 


Some comms are likely to go out either Wednesday or Thursday next week. As well as^^|i will drop Jen taydon a 
quick note to advise of this also so she isn't blIndsTded following our meeting last month* 

Attached is the final document [there has been a very minor amendment of wording in one paragraph In relation to 


Many thanks for all your support on this 
monthly meetings to start. 



II liaise to begin establishing some dates for the 



Customer Relationships Director 
i : . 

T; 444 

www.sercQ.com 

sere 
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2Q18 09:35 
rgOV.uk* 

[UK Europe 
?.uh>; 

Subject: Pathway [510 


jcoFt.nhs.uk' 
#gaIsiaiw.goy.^ k> 


Classification: Serco h ConfideriGe 

f hope that you are well. 


^ dbcussed briefly when we met following the New Scots Stra tegy Board and as alluded to In recent 

aSS-sSE-SSiSE? 

«»««>«»», m, b. owed .nd., ™.h.r ™B,d. 

S 5 iHSSS==Si-» 

1 requested a meeting with Ofr Jen Laydon to take place last month, and mvself^^^^»:»„t .1 nn 

Snedfh movIngfellJafl!!^^ 

explained the pathway and future intentions regarding opeiatJonaf orocessM that umi lU itu t ^ ^ * 

As^d above, discussions internally (now that the pathwray has been signed off and agreed with SCC HSCP anri 


Many thanks 




Qistomer Relationships Director 

P- T e w , * " 
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serco 
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Sodal Work^ _ 


Fromc 

Sent 

To: 

Subfjtet: 


FYJ retfmescafes 


-_J9las»ow.go,.ul<> 

Mjcsi^a (Sodal McerU« ;im (Social WoilO! Ilnin, Jim (SKIal Wl>^ 

based) 

FW; COMPASS occupancy data for Scotland - 30 June 2018 



[Social Work) * ^ 

12:59 _ 

(Social Work) 

Subject: FW: COMPASS occupancy data for Scotland - 30 June 2018 

^ewdi^ section 9 S BU|:^OTt - thia is the home ofBoe policy ^ 'If a decimon is taken nnt 


Work) 

12SB 

[Soda] Woik] 
Subject: RE: COMPASS occupancy dal 


ilaSBOW.! 
ir Scotland - 30 June 2018 


the stage of a persons asylum claim and so b a very fluid situation 
affected by a persons ability to access to timely quality legal advice* 


lRrtTnn*QR Migrant Help can admrt people to emeigency section 98 asylum support wbibt theJr claim for 

section 95 support is processed. People can be admitted to section 98 support directly In Glasgow. 


The 


The Home Office and Migrant Help reforfomilfes to social work In Glasgow. Including when the nrr-ifrtlnn OB 
address was outwith Glasgow. The neferrab do not say why support has been stoonL Loca 1 tomrrSJ ^ 

MlteS!^”' Infonnation or answer queries about safoguard referrab from their asylum support ^ 


support. 


Manyfemilies wUI be bithe process of trying to get their asylum claim re-started and re^aualHvforaeuinm 
either section 95 Hfreshdaim orsectionAifforthersubmiMions. re^qualHy for asylum 

So'.!?of timescales Invoived. And whilst further infonnatton is 
gathered. Until they are areepted back onto home office support. 

If the family qual^for section 95 support immiffatlon law says sodal work are not allowed to oiovlde sunaort co 

JjSrrt S an«> ^ve back to home office section 95 support. If the femily will only qualfly for seSoIlA 

ppoft social work could carry on supporting If section 4 support wouldn't meetthe child's need^ 

® detrimental effect on pregnant women and children and creates problems for health 

care. *" **®Bes of pregnancy will not have had any ante natal 
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[Sodal Work} 

Senb^AuBusypia 15*^9 
Sublecb FWr COMPASS occupanc/dats fbr Spatland r 30 June 2018 



Ht 


See befow Ibr info 


Can you note down some of the Issues/probJems re Sec 98 cases that you am experiendng 
Thanks 



Prams Millar^ Susanne (Socta) Work) 

SQnk08AuEig^0^15;42 

Work} 

Cc; M^Hde, Jim (Sodal Work) 

Subject: REr COMPASS occupancy data forSootJand -30 June 2018 



pgqv*yk> 

tgov.uk>; Kearns, Jim (Social Work] 
{NHS based] 


Soda) 


Thankfil 


ms actually thinking that i need to sit down with you, Jlm(s), ani^Hand go over events ofth e past w eek and 

what we now need to do and this would be one of thejhfngs we need to talk about. I have askecfllU set up an 

u^ent meeting tomomow and move my diary around. She will be In toudi and hopefully enough of us can manage 
that* 


Thanks 

Susanne 


Fn>m^^^^^^|(SDc1al Work) 

Sant: OS August 201812:58 
To: Millar. Susanne (Social Work) <5usannB.MHrafi 
Cc: (McBride, Jim (Sodal Work) <JlHi.McBriite ^ela<MniAm pu 

^OW.gW.ulc> J|mgg(NHSha»iH) 

_ :la5»ow.Bov.uk> 

Subject: FW; COMPASS occupancy data for Scotland - 30 June :>ni« 


[Sodal Woik) 



HI Susanne 


(see emails below) 

Fofkafwing on from myself anf^^^Bneetlng with SHHCO yesterday and trying to get my head around the 5 000 

bdng widely reported. Was checking with COSIA colleagues to gettheir view, Uke us they have not had figures for a 

while due to Home Office changing FT system. It was however believed that Gla^ow numbers were around 4 000 

Andy is on leave until next week but have asked that he bring forward our procurement meeting (due sent) with ’ 
Serco and Home OfRce. t' r 

This will allow us to get update on the accommodation situation from SERCO ard quiz the Home Office on the 
numbers. 


Are you happy that we continue with this through procurement group? 
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The Sec 98 number Is 29S 


Thanks 




SentsOSA 


(Social Work) 




occupancy data for Scotland • 30 June 2018 


Hi Folks 


I am a bit concerned at udiat would appear a sIgnlOcant Increase, I make It In total 
510S (sec 9^n^K 4) Do we know Sec 98 figure cannot see on these reports? 

I ^n't buy^^^easonal spike and It vdll bottom out spin. Its either been under reported In past or It Is significant 
arrivals. I would want to know how much above our cluster limit Glasgow Is now operating at? as we all know its 
been tmll above h for a while now. And whilst we have coped in the past. Myself and||Lre now ooncemed that 
fbllwing our m^ng with SERCO yesterday there is a real danger that they are running out of properties and we 
could end up with people going Into hotels again, which we definitely do not want. 

SERTO cannot move on the negative oventayets until the legal challenge has been decided upon Therefore they 
need to rely on getting new properties and moving the positives on. 

With regard to the positives it changes dally as with the negatives, I sent our weekly list back to SERCO last night and 
there are now 20 cases (70 people) who we will accommodate. There are however a number that do not require our 
service and have Indicated that they aie moving elsewhere, SERCO do seem slow to even move these ones on. 

I am wondering if we should bring forward the procurement meeting (scheduled for first week sept) given the 
cuiTBnt situation? 


1^11 speak to Susanna to get her view on the 5,000 plus figure. It may be the Council need to go back to the Home 
^ce with a view that whilst we will continue to take part in dispersal. We need a plan from the Home Office on 
how they are bHnging the cluster limit back under control (and don't mention widening dispersal!) 

And gNen the current situation wfUi SERCO perhaps there Is no further routing to Gla^w for a pedod of time. 


Thanks 



Will do 

So ^ybetoeir new a>BtemiamQro accurate andit’s been under reported all along which means etassow 

m^er OD the % iBDldiig thaa befiire as well ^ 

But 1 will check 

■■■what aie you maldug of the 8S who have LTR? 

This doesn’t fit with your list of 12 does it! 
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Sent fiom my iPhone 


On7Aug2018, at 19:22, 



C<Mla.gDV.Tik> wrote! 


Hmm maybe it's 5000 right enough - just doing on my phone hut if you add up S4 and 95 

male and female that’s pret^ dose to that Then you have S98 on top of that and then the 
overstayecsl 


I famre a^n^correctly am pretty sure that's a sizeable recent mcFease.^^^K worth 

email - just say Td forwarded these stats and you wond^g if you readme 
nghtly as you thou^t it was closer to 4000. And aric how many S98 too. 


Ta 



Sent fiom my mobile device 



From: 

Date: 1 Aug 2018 11:47 am 
Su bject: COMPASS occuoani 
To: 

i 


hDmeoffice.gov-p1c> 


data fig Scotland - 30 June 701 ft 



(Asyium Support)” 


ionieQfBce.em.gnv.uk> 



Please find attached the occupancy data for S95 and S4 service users for Scotland as at 30 
June 2018. 


Caveat: 


ms data Im been produced by the Asylum Routing & Initial AccommodaHon team, and not 
by the Performance and Compliance Unit. Ther^ore the data has not been quality 
assured. The information is subject to change and should be treated strictly as provisional 

management information. These statistics are not for public disclosure or release to the 
media. 
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Regards 



COMPASS Secretariat- Asylum Support and Spedalist Casework 
Resettlement^ Asylum Support and Ritegration 
UK Visas and Immigration 



iomeoffice.eov.uk |01S1 



Please note Monday is my non-working day 


<image001.png> 


This email and any files transmitted with it are private and intarntai^ 
solely for ±e use of the individual or entity to whom they are qddresgfd. 

you have received this email in error please return it to the 
it (^e from telling them it is not for you and then ddete it from your system. 
This email message has been swept for conqrater viruses. 
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Verity House, 19 Haymarket Yards, Edinburg EH12 5BH f 
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Glasgow - UK Council of the Year 2015 
Disolainier: 

This email is from Glasgow City CotmcU or one of its Ann’s Length Organisatioiis (ALEOsV Views exniaiseH in ihi. n,«.o«» 
not n^satily reflect those of the council, or ALEO, who will not necessarily be bound by its content^If you are not the ^ 
intended recipient of this email (and any attachment), please inform the sender by return email and destroy aU copies. 
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Unauthonsed aocess, uae, duclosure, storage or oppylng is not peurntted. Please be aware that conmniiucatian by internet email is 
^IJe Jmeroepted and read ly someone else. Therefine^ we strong!^ advise yon not to e^ any 
tafinmii^ Mdiieh If disclosed to someone else, would be likely to canse yon disltess. ffyonhaveanenquiiy of fliisnate dien 

guarantee of priv^ Any 

^ Inotadtog Its coi^ may be numitored and used by the council, or ALBO, fin-reasons of secniiy3&r nuSoS ^ 
ml^ ^banee vwlh^ ofBce i»lioy on staff use. Email monitoring or bloddng software may^ be used. Plet^to aware 

yon lave a rraponsibility tom^ sure flat aiy eoMil yon write or finiirard is within the bounds of die law. Glasgow ay 

For ftrfher information and to view the council’s Privaqr Statenient(s). please click on link below: 


gow.gov.i 


******************************ii*^**:if**^f**^#******4‘********i^n‘********if*itt^titi#4c 

NHSQG&C Disclaimer 

The information contained within this e-mail and in any jg 

coi^dential and may be privil^ed. If you are not flie 
recipient, please destroy this message, delete any copies held on your 
systems ^ notify the sender immediateljr, you should not retain, copy 
or use this e-mail fin- any purpose, nor disclose aU or any part of its 
content to any other person. 

All messages passing through this gateway are checked for viruses, but 
we stron^y rec ommend that you check for viruses uaing your own virus 
scanner as NHS Greater Glasgow & Clyde will not take responsibility for 
any damage caused as a result of virus infentinn, 
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Fram; 

Sent: 

To: 

Sut^ect: 


McBride, Jim (Sociai WortO <Jim.McBn'de@giBsgow.govuk> 

07 August 2018 09;S1 


(NHS basecQ 
REScfco 


iodal WoriO; Kearns, Jim (Social Work); Kelly, Wlllie($W}; Forsyth, 


ante for getting back and appreciate the update 


Cheers 

Jim 


From: 



[Sodal Work) 
kueu 5 t 2 D 1810:22 


<'lm.McBrMe@glas8ow.Bov.uk>; Kearny, Jim (Social 
<lim.lfeam5i ^lasEow.gov.ulo; KOily, W]liie(SW) <WiJlIe.Keiiy@glasgiw.Roy 
@ggc.scot.nhs.uk> 



(NHS based] 


Subject: RE: Serco 
HiJIm 


** "Sards to ^e current situation. 

I token numerous calls and have spoken to some RSL colleagues last week. 

Its business as usualwith our communlcationand work practise with SERCO re people receivlngaposltlve decision. 


Thanks 



From: McBride, Jim (Social Work) 
SenbOSAusus^OU 21:20 
ToHIpH^^Socia] Work) 

Ke«>r 

^^^B ^^fc&«c^cotnhs.uk > 
Subject: Serco 


All 


[?liSjgPwjgQv.uk> : KearnsJ 
(SW) < WSI jje, K e? hif @g [a^o w,Bqv.»lt> 



ork) 

NHS based) 


any Issues please advise 
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Cheers 

Jim 


Glas^^ - UK Council of die Year 2015 
Disclaimer: 


email jb fira Glas^ Conncil or one of its Ann's LengOi OiEanisalionB (ADEOs). Viewa eqnessed in this do 

mtn^sarily leflectl^ of die counoi]. or AUEO, vfbo wffl not necessarily be bound by its oontenirifyonareiiot Ibe 

intended TOqaant of this emafl (and any attaoJaneiit), please infbnn die sender by retain email and destroy all copies. 
UnsudKxnsed access, use, disctosme, Storage or allying is not permitted. Please be anwre diat oomiminicalian Iw ini™ email is 

^ seoiTC as mm^es can be intermgrted and read by somBone else. Therefeio, we strongly advise you not to email any 

mfimnati^ vdudi if disclosed to someonB else, vrould be likely to cause yon distresa If you have an enquiry of diis nature then 
pleare wr^to ns nsmg the postal system. If yon bhosB to email ddsinfimnation to us diere can be no guarantee of privacy Any 
anadiimludi^itecoMnMybBinonitoredanduaedbydMcomicil,orAlJBO,&rrBaaonsofsecuri(yandfamnnitQiiiffi 

mtemal oan^Uance widi the office policy on staff use. Email monitoiing or bloddng software m^ also be used. Please be aware 

^ you have a reaponsibihty to make sure that aiqr email you write or fhrwaid is within die bounds of die law. Glasgow City 

You ahooM perfimn your own vims dheckB. ^ 


For further infonnation and to view the council’s Privatqr Stateinent(8), please dick on link bdow: 
www.dasBow.gov.uk/oiivacv 


NHSGG&C Disclaimer 


The infonnation contained within this e-mail anrl in any ntfnmhmant js 
confidential and may he privileged. If you are not the intand^ 
redpient, please destroy this message;, ddete aiqr copies hdd on your 
systems and notify the sender immediatdy; you should not retain, copy 
or use this e-mail far any purpose, nor disclose all or any part of its 
content to any other person. 


All messages passing through this gateway are cbedrad for viruses, but 
we strongly reco mm en d that you check for viruses uaiug your own vims 
scaimer as NHS Greater Glasgow & Cl}de will not take responsibilily for 
any damage caused as a result of virus infectiorL 
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g0cscotnhs.uk> 


[Social 


Worid 


From: 

Sent; 

Tm 


Subjiect: 



06 August 201fl 0823 

McBride Jim CSodal WorlC^^^^^^|(Soclal WortO; Kearns, Jim (Soda) 
WortO: Ktily, WiJiie(SW} 

R£:Serto 


HI 

l^st week NHS staff feeling was that the protest at Clyde House had been managed well with use 
cat back entrance and polfca presence and by Friday there was no actfvfty at Clyde House. 

I will speak Id staff today and request that they be vigilant, remind them that all Incidents are 
reportable and get a attempt to make more Sequent visits to Clyde House. 




nomi MtSrIda, Jim (Sodal Work) [niBlttoaim.Mcfiride@glaagow.gov.ni<l 

senb05Awu|yto8 21:20 

Tol|p||^^|(S(idal Work); KSsms, Jim (Social Work); Kelly, Wlille( 
All 


Given the recent high profile press Interest in the Serco positron I am emailing to ask whether you or any staff have 
sensed any issues or concerns relating to carrying out ditties orattendlrtg offices? 

There Is significant negative opinion espedally within social media and them Is some concern, although nothing 
specific, that this may target offices or staff working with those In Serco accommodation? This negative opinion Is at 
one end of the scale, overtly racist and may lead to more concerning behaviours or threats. 

Can you please raise this udth staff and ask that staff remain vigilant. If there are any Issues please advise 
accordingly 



Cheers 

Jim 
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Glasgow - UK Council of the Year 2015 

Djgcltrffner 


This email is ftom Glasgow City Council or one of its Arm’s Lenglli Otsamsatiaiis fALEOsl -Wawa exniB«<«i i 


not nsoMsanly reflect those of tiie council, or ALSO, uto will not necessarily be bound by its c mnanhi you are not the 

intend^ recqnent of fliis email (and any attachnunt), please infiam the sender by return emafl and destnty all copies. 
Unauflinnsed access, use, discbsure, storage or copying is not pennitted. Please be aware that c nititniiiiiniirtnn iiy tn««»'»».«.,nfl ig 

ncdse^ as messages can be intercepted and read by someone else. Therefbre, we strongly advise you not to email aiw 
infinmad^ vdiich if disclosed to soniBoim else, would be likety to cause you dSstiBss. If you bavB an enquiiy of this nature then 
please wi^tous using the postal system. If you chose to email this infiamationtoiM them cm ha nn pniinmteR ^TfiffivaDy Any 
einad nmluding its content may be nuaritored and used by the oouncil. or ALBO, for reasons of security and fiff rnonitoiiiig 

internal conqihanoe wifli the office policsy on staff use. Email momtoiing or blocking software may also be used. Please be aware 

^ you have a reqjonaibmty to make sure that any email you write or forward is whhin the bounds of die law. Glasgow City 
Coun^ otAI^s, cannot guarantee that diis inessage or aity attaiihnient is virus fiee or has not been intercOTted and amended. 

You should perform your own virus checkB* 


For further information and to view the council’s Privacy Statement(8), please click on link bdow: 


NHSGO&C Disclaimer 

The in&rmation contained within this e -mail and in ai^ nitnrbmgmf jg 
coi^dential and may be privileged. If you are not the intended 
recipient, please destroy this message, delete any copies held on your 
systems and notify the sender immediately; you ^ould not retain, copy 
or use this e-mail fitr any purpose^ nor disclose all or any part of its 
content to any other person. 

All messages passing throu^ this gateway are checked fin- viruses, but 
we stron^y reco mme n d that you check fbr viruses using your own virus 
scanner as NHS Greater Glasgow & Clyde will not take tesponsibilify for 
any damage caused as a result of virus injection. 





Social Woiikt 


From: 

Sent: 

Tffi 


Gc 

Sutject: 

Attachmfiiits: 



IK & Europe) 

04 August 20Ifi 19:47 

^mlgranthelp ul^ 

jgemundLorgjjh;] 
>govanconimur%projectQrg.ul 


)sefco.corn> 


ffiDtlandpnji.police.uk; I 
^cosla.gov.uk; 
|®redcrossjor g,uk; 
[i^gmalLcofn; 


rnifgfBmhetpuk.oj^) 

_Layden, Jennifer (Coundltoj) 

EExtemaEtoGOC]Statementfrom Serco CEO 

Statement on Asyfum Seeker accommodatfon in Glasgow 0408201B.pdf 


HI, 

Please find attached a statement from Rupejt Soames, CEO of Serco which has been Issued today, outlining the 
current position in relation to asylum seeker acnommodation In Gla^ow. 

Kind Regards, 


Pairtnerstilp IVIanager, Compass SNI 



Ti-WI 4(0 
M; 4«44 


!seroo.ccHn 


WWW^8erBO.CO(W 
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Prom 

Sent: 

To: 

SuS^ecIh 


octal Work) 


03 At! 


(UK & Europe) 




5erai.com> 


[ExtemaltoGGQFW: media - arrest outside UKVl 


FYI 


UK & Europe) 

Se nt; 03 August 2 018 

To: ^^^^^MfGrDUD)^^^^^^fc>sercD.com>! 



'sercoxom>; 
Subject: media - arrest outside UKVl 



sercp*com>^ 

5ern).com> 



JjttPS:/ /WWw.btxmuk/riews/uk-^QdaaTKiKilasq^ 
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^m: 

Sant: 

To: 

Ce 

Subject: 


27 July 2Qia VkA9 _ 

Worh); L^den, Jennifer 

(Counciiloil; MiJIar, SusanneXSKiarvvSrlQ 
McBride, Jim (Sodal Work}; RaffetV, Ann-Mane (SW) 

RE: Move'On pathway 


Hi 

have not been able to catch you on the phone but 1 understand that you have spoken 
to ^^Hwith recognition tiiat the pathway has rjpt want out Id tiilid sector for consultation as 

previously advised by Seico and you are requesting Seico undertake this consultation before 
Implementation. 


The HSCP as part of its ongoing paitiiership working with Seico as a proxMer we will continue to 
work together to enaire needs of tiiose wrfth vulnerabilities are a ss essed were appropriate. This is 
also In the amtext that with Serco we should advise alt senrice users to actively appeal dedsions 
and request further support from the home offioe. 

On reflection the document maybe better using only the Serco heading rather that HSCP and 

GCC and I have requested the pathway Is tabled at the next homelessness management team for 
discussion. 



Tel: 0141 
Mobile 

Emall:^^^^^g@ggc.scot.nhs.uk 
www.glasgowdty.h8cp.scot 
www.gla^ow.gov.uk 
www.nhsggc.org.ul< 



From! 







Sflfih_ 

Work}'; Layden, Jennifer (Coundllor); Millar, Susanne (Socfel Work} 
Cc: McBtide, Jim (Sodal Work); Rafferty, Ann-Marie (GCC) 

Subject: RE; Move^ pathway 

Hi 

1 am available at 2pm if conference call would be useful or can be reached on ■ 


Jim & Ann-Marie- FYl 














Mobilej 

www.alaaacw.oov.uk 

www.nhsQac.Qig.ui^ 



From 

Sent: 


(Sodal Wtvk] fmai 



asgow.Qcw.ultl 


M""" Ann; Mllfar, Susanna (Sodai Work) 

SHiqiBGc RE: Mo¥e^ pathway 

H) CoitnclllDr Leyden, 


I will be back at my desk from 2:00pm* If you want to give me a cafi 



From: Layden, Jennifer (Councilor) 
Sent: 27 July 20181236 

based) 

<Su^nne.MINaf@da 5gow.gowuik >: 
Subject: FW: Move-on pathway 



jihs.uk >: Mijl ar Susan 
(Soda] Work) 



Work) 

jasgow.BOV.yk> 


HI all, 

’* momlog. 1 am concerned that a Jock changing policy Is coming Into place on the 30* Julw 
dbJis tS ™ individuals and the council. I'd appreciate catching up Jh someone today to 


Thanks 

Jen 


CoundllorJennifer Layden 

SNP Councillor for Caltott Ward 9 

City Convener for Equalities and Human Rights 

Glasgou; Cty Council 


Tel: 01412873948 
Mobile: 07747 118 318 











Sent! 27 July 2018 08S5 


asercQ-CQinl 


[Social Work) 


Jannlfer (Councillor) <lennlfer.iavden®gla«ow.gou.uk> 
Subject: Move^n pathway 


5eirco6u^<^ 


HI All 


As many of you will be aware, over recent months Serco have been conducting a redew In terms of how we manage 
the process In terms of move on horn asylum accommodatlDn fbr those who the Home Oflloe have determined vdll 
not be granted refiigee status, and where they have dlsoontlnued funding and support, both to the IndNdual 
themselves and to Seroo as the pravhter of asjdum dispersal accommodabon. 


Historically, the po^on of Seroo has been that Jock changes wni not be utilised tor tbimer asylum sedcets who 
remain Insitu following the dIscondnuBlion of support This dedston was made as Seroo wantol to ensure that where 
possible individuals were given the opportunity to take proactive steps to submit an appeal bo the Home Office. 


This was In direct opposition to Seroo's contractual obOgatlons to UKVI that accnmmodatlon should only continue to 
be provided If both an appeal and an application fte further support had been submitted and approved by UKVI 
before the expiry of the discontinuation notioeper1od.Theoonsequ»iGecfthl3jen[ency Is that as a provider, Seroo 
are now oonslstentiy ffixommodating ^fMODdmately 250 - 300 former asylum seekers at any ghren time who have 
teotived a negative decision at our own expense, and who continue bo remain for eDtoessIve periods following 
discontinuation whilst not actively pursuing an appeal and fwther support daim or where an appml and/or 
support has been refused by UKVI. 


R)r such cases, Oiere Is dieclively no next step In terms of their move on ftom Serco aocommodatfon aside horn 
engaging with UKVI under the voluntery returns prt^ramme, which often understandably Is not felt an option many 
wish to aqilore. Whilst empethetic to the drcumstanoes fbr such Indhrtduals, It Is not fbr Seroo to undeimlne the legal 
dedston that has been Issued by the Government in regards to their legal status to remain In the country, nor does it 
GOTTtinue to be viable to continue to absorb the cost of accommodating such cases, or allow the utilisation of stock 
thatte critically required ibr those service users Just beginning their asylum Journey. 

Reooit months have seen continuing growth in terms of pressures around Intake, and thte has been a^nst a 
badcdrap of Incieadng diallenges around pracuiement in the Oty. Glasgow Oty Coundl continue to be a very trusted 
and engaged partner, and Seioj hugely appiedates their continuing oommttment to support asylum seekers and 
refugees despite toe pressures that already exist at a both community and service level. Whilst engagement remains 
as strong as ever, the ability Ibr Serco to procure In the Ctty Is becoming more chapenglng, and tots factor coupled 
wttotncreadng intake demands, and a significant Issue with the overstaying of Ibmiera^m seekers, means that 
there Is a gnndng risk of contingency accommodation having to be resorted to for new a^um applicants. 

This Is In no way acceptable for toe Individuals themselves In temns of appropriateness, nor does it promote positive 
public perception of toe asylum programme Itself. To date^ despite under 5.23A asylum dispersal aaxxnmodation 
being categorised as bdng exduded occupation from compliance with s,23 of the Rent Act 1984 and theefbre not 
requiring legal court action to enfbrce eviction, Seroo have continued to follow the "le^l" court route to regain 
possession of properties. This ptoc^ Is slgnlflcant In length, very mstiy and simply does not Mlltete the move on 
of such cases at the pace required to eflbctfvely mete Intake. Particularly when Sens do not hold any legal or 
contractual duty to continue to accommodation ftumer as^um cases who have no legal right of oocupatibn In the UK. 

Over recent months Serco have been working closely with the Ctty Coundl and the Health and Social 

Cate Partnership In the development of a patiiway spedftcally aimed at those former asylum seekers who have 

received a negative dedston on their asylum a|!^IJcation (there Is work on-goIng to 'Normalise" the positive process 
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also, but this as you know already works well). The Intention of this pathway/protocol development Is fior Seioo (as 
the provider of Asylum Dispersal within Scotland), Glasgow's Health ami Sodal Care Partnership and Glasgow CMy 
CJoundl to work together In partnership to eliminate or drasUcally reduce the rates of ova- staying of former asylum 
households who should no longer be residing within the asylinn systan, to eHecOv^ manage the oqiectatlon of 
service users throughout the asylum journey In relation to their options post deddon, and to ensure the safety and 
protection of those former asylum seeking households In recdpt of a negative decision where thdr vulnerability may 
Infer that duties of care or accommodation may be owed under another legislative framework outside of Immigration 
legislation. 

As part of the pathway development^ Serco have also re\dewed our approadi In terms of enforcement process at the 
end of the journey, and have determined that we will be commendng with the bsuing of lode change notices at the 
expiry of discontinuation NTQ's for those former asylum seekers who have reedved a negative dedslon as of w.c 
30th July 2018. 

Serco, GCC and the HSCP will also begin rolling out the pathway process for asylum cases entering the journey, this 
ultimately abo Indudes the use of lock change notices being Issued at the expiry of the discontinuation notice peifod 
for all cases. The pathway Itself will ensure that In cases where there Is a level of vulnerability that may Infer duties of 
acoonmodation outside of Immigration legislation, they receive an appropriate assessment the Authority and a 
dedslon on this Is made before the end of their discontinuation notice period, and/or before any action Is taken by 
Serco to end their accommodation. 

If an appeal and request for support are both submitted and approved by the Home Office before the end of the 
discontinuation period (ma)dmum 21 days), then Serco will not take any steps to enforce at the end of the notice 
period through a lock change notice being issued. Serco as the provider of asylum accommodation have no role or 
Influence In any appeals process or tim^cales In relation to this, and any dedslon outcome on an appeal is entit^ 
the responsibility of tiie Home Office. In Instances where the Home Office make a dedslon to reinstate support after 
a lock change notice has been served or enforced, Serco wID either revoke the notice if still within the 7 day 
notice period or If already evicted will re-accommodate. It Is hoped that if immediate aetton is taken on appeal/forther 
support submissions by sei^ce users following dec&lons being reodved, this will limit the latter scenario slgniflcantly. 

The pathway itself for future cases will provide Information throughout the journey on what to expect at the end of 
the asylum journey, and continual advice on what steps should be taken at the point of dedslon bdng received - be 
this positive or negative. All cases receiving a negative dedslon vdll be advbed to submit an appeal and a request for 
foither support within the first week following dedslon, to raardmise the likelihood of success in this regard given that 
UKVI aim to make a dedslon on further applications for support within 7 days. Advice will also be provided In terms 
of which agendes can be accessed to support this process, however Serco cannot force any Individual to either 
access support In this or Indeed to pursue a further dalm. As such there must be an element of ownership by the 
Individual In pursuing this. To assist In this work, all documentation given during tiie journey or at tiie point of 
dedslon In relation to move on vdll be translated Into the Top 10 languages, for dartty of understanding and 
reference. Documents will also continue to be explained upon Issuing using an Interpreter. 

Saco's Customer Relationship Director; has engaged with Coundllor Jennifer Laydon as Executive 

Member for Asylum Seekers and Refugees In the Clly, along vrtth representatii^ from GCC and HSCP to eiqilain the 
patiiway devdopment, and the rationale behind the change In approach, as it Is understood that there may be 
political concerns held as tills process begins to roll out. Equally, Serco understand that members of the voluntary 
and community sector will hold concerns about what this will mean Ax'those former asylum seeters who do not wish 
to engage In voluntary return, and who the Home office have ddermlned have no legal right to remain In the UK. As 
such Serco want to be dear that this process will be managed sensitively with Individuals and there will be a phased 
roll out for the existing over stayer population. The intention of this process is to ensure that those cases where a 
vulnerability Is present that meets tiie threshold required for assessment; that they receive an outcome on an 
assessment prior to action being taken, but also to enable Serco to effectively mest the needs of those service users 
entering the system and where a duty of care Is owed by us. 

For any cases where GCC/HSCP determine there would be a duty of accommodation owed under another legislative 
flamework move on will be done In a planned way and in partnership. To support this, Serco and GCC/HSCP 
colleagues will meet monthly from now on to ensure that such concems/cases for Individuals residing In asylum 
accommodation are Identified and where appropriate referred to access support at the earliest opportunity - it is 
hoped that In tills vray most concerns will be resolved for service users whilst still awaiting an asylimi dalm outcome. 

a Is understood following^, colleagues mayholdquer^related to the above. Any queries related to the above 
should be sent or^H^^^^feggrs 2 ,^n 
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Kind Regards 



Cdntrad: Operations 
Director, CX3MPASS 

Serc> rjs'JjkE: 



www.serco.com 



Proud to be at Pride 

serco 

weelovs 




Glasgow - UK Council of the Year 2015 

DiBolaimBr. 

TWb email is fimn Glasgow CSty Conncil or one of its Arm’s Lengfli Qiganisatians (ALEOs). >«ewB eiqnessed in tins message do 

^ necessaiily xBfleot tiiosB of ibe council, or ALBO, wiio will not necessarily be batmd by its ooDtenls. If yon are not tils 

hitande d lecfcient of this email fand any a t ta c liniB iit), please infimn the Bander hy m tain f»m«»Tl ana dBaimy git 

Unantiioiised access, use, disclostne, storage or copying is not permitted. Please be aware that conminnicatian by internet email is 
^ secure as messages can be intercepted and read ^ someone else. Therefine, we strongly advise yon not to email any 
in&nnatian, Mdiich if disclosed to sameone else, would be likely to cause you distress. If you bave an enquiry of tide nature tiien 
pleara write to us using the postal system. If you chose to email this infinmation to us tiiero can be no guarantee of privacy. Any 

email including its contenting be monitDrBd and used by the council. Of ALBO, fig reasons of BBCuri^wniifiw innntfnrmg 

internal oonqiliance with tim ofBce policy on staff use. Email mcoitoiing or blocking software may also be used. Please be aware 
that you have a responaibility to make sure that any email you wrhe or finwatd is within tile bounds of tiie law. Glasgow City 
Council, or ALEOs, cannot guarantee that this message or any attachmmit is vims fiee or has not been intasoqited and irnianHuH 
Yoa ahoiiM pQt&xm your own vims cihe^ 


For further infonnation and to view the council’s Privacy Stateinent(s), please dick on link below: 

WWW.gIasgnw.pnv.nlf/Drivacv 


NHSGG&C Disclaimer 

The information contained within this e-mail and in any nttarilimftnt is 
confidential and may be privileged. If you are not the intRnd«!v 1 
recipient, please destroy this message, delete any copies held on your 
systems and notify the sender immediately, you should not retain, copy 
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or use this e-mail for any purpose, nor disclose all or any part of its 
content to any other person. 

All messages passing ihrou^ this gateway are checked for viruses, but 
we stron^y recommend that you check for viruses using your own virus 
scanner as NHS Greater Glasgow & Clyde will not take r eap onai hi l it y fim 
any damage caused as a result of virus infection. 


S 



[SodaMAto^ 


Fram: 

Sent: 

To; 

Cc 

Sufcjwt: 


01 August 201& I5;5Q 

McBrtda Jim (^dal WorlO;IHH|^^^^C5ocja1 Work) 

Kearns, Jim ®odaI WoiiO; 

RE: Open letter from Glasgow cf^ council to Home sec* and announcement of task 
force 


HlJIm 

Tlianks Ibr Info and we will continue to follow the process / pathway drafted with SERCO to ensure we are aware of 
anyone with additional needs/vtilnerebilltjes reisive assessment were appropriate^ 





—Original Message 


From: McBride^ Jim (Social Work) {maIttoillm*McBdde®gla^ow.gov*iik] 
Se nt: 01 August 201813:17 _ 

»dal Work] 



i; Kelly, WII'lte[5W) 

Subject FW: Open letter from Glasgow city coundl to Home sec., and announcement of task force 



See letter attached. It now looks like the council wilt move from a Gold Command response to a taskforce? As it 
stands Susanne and Dadd W are still unclear as to who will be on the taskforce or how this taskforce will respond. 

The first consideration will be given to those that require advte/advDcacy relating to any outstanding appeals and 
or appeal submisstons. Any vulnerabilltieVsupport will be continue to be Identified through existing protocols. 

Cheers 

Jim 

—Original Message— 

From: Millar, Susanne (Soda) Work) 

Sent 31 July 2018 21:11 

To: McBride, Jim (Sodal Work) <Jlm.McBi1de®glasgow.gov.uk>; Rafferty, Ann*Marle (SW) <Ann- 
Marte.Rafferty@gldsgow.gov«ulc> 

Subject: FW: Open letter from Glasgow city council to Home sec., and announcement of task force 
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—Original Message— 

From: Millar, Susanne (Social Work) 

Sent: 31 July 2018 21:02 

To: Williams, David (Social Work) <Da>dd.WIIIIams@glasgow.gov.uk> 

Subject: FW: Open letter from Glasgow city council to Home sec, and announcement of task force 

Good I got this from SRC as no-one else sent It to mel I You still want to be our rep given its being called a task force 
which Is a change or do you want me to do it? 

S 


—Oriei|ia^ey||^— 

From:^^^^^^^|[mailto^^^^^^^|i>scottIshrefugeecouncIl.org.uk] 

Sent; 9Tju1y2018I9!o8 

Subject: Open letter from Gla^ow city council to Home sec., and announcement of taskforce 

Hey, Just In case you haven't seen this yet, see council's opeijettens^llshed this afternoon. Hope useful. Very 
positive calls and approach. Please share letter. Thanks a lo^^^^H 


Glasgow - UK Council of the Year 2015 
Disclalmen 

This email Is from Gla^oyi/ Oty Council or one of Its Arm's Length Organisations (ALEOs), Views expressed In this 
message do not necessarily reflect those of the council, or ALEO, who will not necessarily be bound by its contents. 

If you are not the Intended recipient of this email (and any attachment), please inform the sender by return email 
and destroy all copies. Unauthorised access, use, disclosure, storage or copying is not permitted. Please be aware 
that communication by Internet email Is not secure as messages can be Intercepted and read by someone else. 
Therefore, we strongly advise you not to email any Information, which if disclosed to someone else, would be likely 
to cause you distress. If you have an enquiry of this nature then please write to us using the postal system. If you 
chose to email this Information to us there can be no guarantee of privacy. Any email including its content may be 
monitored and used by the council, or ALEO, for reasons of security and for monitoring internal compliance with the 
office policy on staff use. Email monitoring or blocking software may also be used. Please be aware that you have a 
responsibility to make sure that any email you write or forward Is within the bounds of the law. Glasgow City 
Council, or ALEOs, cannot guarantee that this message or any attachment Is virus free or has not been Intercepted 
and amended. You should perform your own virus checks. 

For further Information and to view the council's Privacy Statement(s), please click on link below: 
www.gla^ow.gov.uk/privacy 

NHSGG&C Disclaimer 

The information contained within this e-mail and in any attachment Is 
confidential and may be privileged. If you are not the intended 
recipient, please destroy this message, delete any copies held on your 
systems and notify the sender immediately; you should not retain, copy 
or use this e-mail for any purpose, nor disclose ail or any part of its 
content to any other person. 

All messages passing through this gateway are checked for viruses, but 
we strongly recommend that you check for viruses using your own virus 
scanner as NHS Greater Glasgow & Clyde will not take responsibility for 
any damage caused as a result of virus infection. 


2 



^ t #ilDt)««>«<« >|t )|i ««««*«111*«««#«* )|i 41414t in4 * 1)1 111 *)|ii|i)|i« « 41«««Idi(t))«4« 


3 



ioclal Work) 


From: 

Sent: 

To: 

ta 

Subject: 



homeofficagov.u k> 


13 August 201811:15 

based) 

tSfenialtSGGClFW; lA Numbeis Bi length of stay 


Morning 



We have been reviewing the Glasgow lA occupancy each week for last few weeks and our 
chasing of case progression is slaiting to ^Id results. I can ad\H8e that Uiete are over 60 SU toat 
should be moving out off the lA this week, in addition we have chased those outstanding cases 
awaiting decisions with the relevant teams asking that they be triaged as a priority. 

Rnally we have also tosbucted Seroo toat Scotland cannot be used by their NW region for 
accommodating routing cases to the NW region, all of which should assist in seeing the numbers 
In lA there drop. We will continue to monitor It closely but am reluctant to stop routing to Scotland 
entirely as this may ri^ vulnerable persons being placed Into hotel contingency elsewhere which 
Is not appropriate If It can be avoided. 


We will continue to monitor cbseiy and am happy to discuss weekly progress Witii you going 
torvrard, as I appreciate the pressures being placed on your team. 


Regards 



saNi 

S67 

24 


ASF1 required 

21 


ASF1 not ctocessed 

7 


Medlcaymeanancy 

1 


Booked to Travel 

44 


Awaiting Proposal 

15 


Case needs ITP'd 

6 


I Termination / evicflon 

17 


Social Services 

0 


other 

12 




t 






















Can you factor in that given that recent event that this will Impact on through put and I would Ilka 
consideration to be given to temporarily stop routing to Scotland to enable sendee to respond 
appropriate. 





Every Friday Scotflsh lA occupancy reviewed Ibr last lew weeks. I will thenefoie review on Monday 
once this review completed again today and update you as to findings etc. 


Regards 




Sidled: lA Numbers & length cf stay 


As you know I have been raising concerns on the numbers In lA and length of stay which you 
attributed to the change in HO IT system at last property procurement group. I am unable to 
attend the next meeting and would welcome an update on planning to resolve this as toady we 
have over 3Q0 people in lA which is Impacting on our ability to respond to health needs and 
delaying service users access to universal tiealth. 

Can you please provide me wito an update as to cause of delays and action to return to 
reasonable levels In lA and what the optimum number would be In lA? 
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ill *«#«*««*«* «« ««)|( 

NHSOG&C JMsdaimer 


Tbe isx&mnB&on ocmtaiDfidmtIun thia e-mail and in any ottachmeitt is 
confidential and may be pdvil^gei Ifyou are not the intend^ 
recipient, please de^y fins message^, ddete any copies bdd on your 
systems and noti^ the sender immediately; you should not retain, copy 
or this e-EOail for any poipoBe^ nor disdofla all or any part of its 

content to any otherperson. 


All messages passing thioii^ this gateway are checked for muses, but 
we stimgjiy recammend that you check fiir viruses TiMfig your own virus 
scanner as MHS Greater Glasgow & Clyde will not take feapnombjlity for 
any damage caused as a result of vims infoctiom 




This email baa been scanned by the Symantec Email Secuiity^cloiid service. 
For nmre jnformaliaa please visit littp:ffwww.sviDanteccloud,com 


Hus email and any files tiansmitted with it are private and intended 
solely for the use of the individual entily to v^om they are addressed 
If you bave received this email in enor please return it to the address 
it came fium Idling them It is not for you and then ddete it fimn your system. 
This email message has been swept for compiit^ viruses. 
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NHSGQ&C Disclaimer 

The infonnatiQin contained within this e-mail and in any attachment is 
confidential and maybe privileged If you are not the intended 
redpient, please destroy tfaiB messagCv ddete any copies held 00 your 
systems and notify the send^ immediately, you ahodd not i^am, copy 
or use this e-mail for any purpose, nor disclose all or any part of its 
Gontent to any other person. 

All messages passing thiou|^ this gateway are checked for viruses, but 
we stron^y recommend that you check for viruses using your own vims 
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scanner as Greater Glasgow & Clyde will not take responsibility for 
any damage caused as a result of virus infoction. 


This email has been scanned by the Symantec Fmafl Security.cloud service. 
For more information please visit httD://wvyw.svmarteec1ond-com 
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Bringing service to life 


serco 


Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 


Date: 

Dear «Service User» 


«Service_User» 

«Source_Property» 


URGENT: NOTICE TO LEAVE YOUR ACCOMMODATION 


The Home Office (UKVI) have now informed Serco of their decision to terminate your support. 

Under the terms of your signed Occupancy Agreement you must leave your current accommodation 
no later than 12 noon on XX/XX/XXXX. You must leave all items that belong to Serco in the 
property. 

You will now need to make your mind up about where you are going to live. You are free to travel to 
any part of the UK. You can make a homeless application to any local authority in Scotland. 

If you want to stay living in Glasgow, then Glasgow City Council will take a homeless application from 
you. This will give you priority to find settled housing. It is very likely that you will need to be placed 
in temporary accommodation first. This could be a temporary furnished flat, a B&B, a hostel or a 
hotel. You do not have any choice of where the Council places you. 


Glasgow City Council will attempt to get you an offer of your own settled accommodation. This may 
take some time, so it is important that you engage with them immediately and attend any 
appointments you are asked to. You will only get one offer of settled accommodation from the 
Council, as you are classed as being homeless. If you refuse the offer, you may not be offered 
another property. 

Glasgow City Council's Asylum & Refugee Service will contact you very soon to see if you want help 
and to make a homeless application. If you do, you will be asked to attend an interview to get all 
your details and get a resettlement plan in place for you. 

Serco will remain in contact with the Council until your support with us ends, and will be provided 
with regular updates by them. If you fail to leave your accommodation on the date above 
voluntarily, Serco will take steps to evict you from our accommodation through a lock change notice 
being issued and ultimately enforced. Serco do not have to attend at Court to carry out an eviction 
as asylum accommodation is exempt under section 23A of the Rent Act 1984, and appropriate notice 
has already been provided within this letter and in the below Notice to Quit. However, Serco still 
reserves the right to refer the matter to the Courts should you fail to leave your accommodation. 
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Employment & Benefits: 

"Access to You" must also make an appointment for you with the local Job Centre Plus. They will 
help you find employment in the UK. If you are unable to work, you may be entitled to claim 
benefits. The address and telephone details for the nearest Job Centre Plus is included on the 
attached sheet. 

When you attend your Housing Options appointment or at the Job Centre Plus office, you must take 
with you this letter, your Biometric Residence Permits and National Insurance Numbers (NiNo). If 
you have not yet received your Biometric Residence Permit please contact the Home Office 
telephone enquiry Bureau on 0300 123 2241 as soon as possible. 

Serco would like to wish you every success and happiness for the future. If you have any questions 
about anything written in this letter, or need any help or assistance please speak to your Housing 
Officer. 


□ I can confirm that I have had this letter given to me in person, and it has been explained to me 
and understood: 

Name:_ 

Signature:_ 

Date:_ 

□ I can confirm that I have provided this letter in person, and I have explained it to the Service User: 

Name:_ 

Role:_ 

Signature:_ 

Date:_ 

Yours Sincerely 

Serco 
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Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 


Bringing service to life 


serco 


NOTICE TO QUIT (Serco Copy) 

NASS_Reference» 

TO: «Service_User» 

OF: «Source_Property» 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51IHJ 
RE: «Source_Property» 


Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date». 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 

However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation. 

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 
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Clyde House 
Govan Road 
Glasgow 
G51IHJ 

snifeedback(S)serco.com 


Service User Signature 
Dated 


NOTICE TO QUIT (Serco Copy) 


TO: «Service_User» 

OF: «Source_Property» 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51 IHJ 
RE: «Source_Property» 


«NASS Reference)) 


Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date». 


If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 
However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation. 

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 
Govan Road 
Glasgow 
G51 IHJ 

snifeedback(S serco.com 
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Service User Signature 
Dated 
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Glosqow City 

HSCP 

Heol'h and Sociol Care Partnership 



Move on Protocol (Negative Households) 


Overview 

The intention of this pathway/protocol development is for Serco (as the provider of Asylum 
Dispersal within Scotland), Glasgow's Health and Social Care Partnership and Glasgow City Council to 
work together in partnership to eliminate or drastically reduce the rates of over staying of former 
asylum households who should no longer be residing within the asylum system, to effectively 
manage the expectation of service users throughout the asylum journey in relation to their options 
post decision, and to ensure the safety and protection of those former asylum seeking households in 
receipt of a negative decision where their vulnerability may infer duties of care or accommodation 
may be owed under another legislative framework outside of immigration legislation. 


Induction Stage 

Serco will integrate within all Service User inductions, content in relation to the potential outcomes 
at the end of the asylum application process, in addition to what this will mean in practical terms in 
relation to move on from Serco accommodation. This information will seek to effectively manage the 
expectations of Service Users in relation to local authority accommodation duties if they receive a 
positive decision on their claim, and will equally seek to provide clarity in terms of entitlements for 
those cases who receive a negative decision. 

The induction into the property will be completed by the relevant Housing Officer, and will be 
supported by a visual and audio video induction that has been translated into the Service User's first 
language (if it falls within the most common Top 10 languages of the asylum population). This video 
will include content in relation to the end of process and will be reinforced through repeat 
messaging further along the asylum claim process for each household. 


Move On Information Document 

Throughout any service user's stay in Dispersed Accommodation, Serco Housing Officers will conduct 
continual expectation management in regards to what service users should expect at the end of the 
asylum process post decision outcome, and to provide information on the relevant ensuing options 
that will likely be available in relation to move on from Serco accommodation. Housing Officers will 
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remind Service Users to review this document and take appropriate actions within at periodic visits 
e.g. monthly, quarterly. 

This is in order to reiterate the original messaging provided at induction stage and to continue to 
effectively manage expectations, in addition to being used as an opportunity to encourage the 
Service User to make themselves familiar with local statutory and voluntary services, and take any 
actions in relation to their claim that may be required. 

In order to ensure accurate and consistent messaging, an information document attached at 
Appendix 1 will be translated into the most common Top 10 languages of the asylum population. A 
copy of the document in all languages (including English) will be placed in the property folder of each 
Serco property for reference by the Service User. The top 10 languages will be reviewed annually to 
ensure they remain reflective of the general service user population, and if there has been a notable 
shift the document will be translated into further languages as required. 

To ensure that this process is being followed. Exit Surveys conducted by the Partnership Team at the 
end of the asylum process will also be utilised to provide an independent audit in this regard. A 
summary report of exit survey outcomes (which include other subject areas) will be reported into 
monthly Contract Leadership team meetings for monitoring. 


Partnership meetings (Vulnerability) 

Representatives of Serco, Glasgow City Council and Glasgow Health and Social Care Partnership 
commit to meet jointly either in person or by telephone on a monthly basis to discuss any cases 
where Serco may be concerned about the vulnerability of a service user currently awaiting the 
outcome of an asylum claim, and where there is not known to already be service intervention in 
place by either the local authority or HSCP. 

Service user information will not be disclosed, and any discussion will strictly relate to the 
circumstances and related concerns held. The intention of these meetings is for the LA/HSCP to act 
in an advisory capacity in order to enable Serco to ensure appropriate referrals for assessment are 
submitted at the earliest opportunity. 

No personal or identifiable data will be shared in these meetings. 

NTQ/Letter issuing 

The Housing Officer will contact the Primary applicant by telephone to visit the household at the 
earliest opportunity; and within 48 hours of Serco being notified by the Home Office (UKVI) of a 
household having been issued with a negative decision on their asylum claim, to issue in person to 
the primary applicant a letter and Notice to Quit (maximum 21 days). 

Housing Officers will endeavour in all cases to provide the information contained within the 
letter/NTQto the service user verbally utilising translation services. In addition the service user will 
be provided with a written copy of the letter/NTQ both in English and in their first language, if it falls 
within the most common Top 10 languages of the asylum population. The top 10 languages will be 
reviewed annually to ensure they remain reflective of the general service user population, and if 
there has been a notable shift the document will be translated into further languages as required. 
The template letter/NTQ is attached at Appendix 2. 

2 


Serco Internal 



Attachment 1 (17/07/18) 


Appeals & Section 4 support applications 

The agreed processing time for applications for support submitted under Section 4 of the Asylum 
and Immigration Act 1999 by the Home Office (UKVI) is 7 days. 

As per the NTQ and supporting letter. Service Users will be advised at the point of issuing by the 
Housing Officer that they should seek to submit any appeal and application for support within the 
first week following receipt, in addition to being advised of how they can access support to do so. 
This advice is being given in order to ensure sufficient time is allowed for the Home Office to 
consider any support applications and determine a decision before the expiry of the notice, in the 
context that Serco will end the provision of accommodation if both applications have not been 
submitted and approved. 

For any cases where an application for support under section 4 has been submitted and approved 
within the notice period (maximum 21 days), Serco will continue to provide accommodation. 


Post decision communications - Serco, the Local Authority & the Health and 
Social Care Partnership 

where it is known that a household in receipt of a negative decision has an existing care or support 
package in place with the Local Authority or Health and Social Care Partnership, the Team Leader will 
make direct contact via email or telephone with the relevant Caseworker to update them on the 
decision that the household has received, and to request an assessment in regards to whether a duty 
of accommodation may be owed by the LA/HSCP under another legislative framework e.g. Adult 
Support and Protection (Scotland) Act 2007, Mental Health (Care and Provision) Act 2003, Children 
Act (Scotland) 1995. 

It is likely that in most instances through the monthly meetings, that concerns about the vulnerability 
or immediate wellbeing of a household has already led to a request for service where appropriate, 
however in a small number of cases there may be concerns that emerge post decision. In such 
instances, Serco's Housing Officers will liaise with their Team Leader to determine whether a request 
for service/assessment from the LA/HSCP should be made, and where it is agreed that a referral is 
required it will be made within 24 hours. 

All referrals should be made on the vulnerable adult emergency safeguarding form API (Appendix 3) 
to "Social Care Direct" via email to socialcaredirect@glasgow.gov.uk . Telephone follow up can be 
made on 0141287 0555 . 

All email referrals must also have the UKVI Safeguarding Team copied in at 
SafeguardCoordinatorSNI@homeoffice.gsi.gov.uk 

In all such instances stated above, the LA/HSCP commit to providing a written outcome to Serco 
updating as to whether based on the concerns raised a requirement for assessment exists, and if so 
what the outcome of any assessment was prior to the expiry of the notice (maximum of 21 days). 
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Assessment Outcomes 

where it has been determined that a duty of accommodation is not owed by the Local Authority or 
HSCP under any other legislative framework, Serco will take immediate steps to progress with 
eviction via lock change notice proceedings as with all other none complex cases. 

Where the local authority/HSCP has determined that a duty of accommodation is owed they will 
take immediate steps to work with Serco on an exit plan from the property in pursuit of fulfilling 
their statutory obligations to the service user 


Post Decision communications with Service Users 

As per the above process, Serco will contact the Service User following notification of 
discontinuation of support by the Home Office (UKVI) in order to serve the relevant Notice to Quit 
documentation, and to provide appropriate advice on what steps the service user should take in 
regards to accessing support around move on or legal advice in regards to appeals/further 
submissions within the notice period. 

As per previous correspondence issued to the Service User, during the Notice to Quit period, the 
expectation is that the Service User will regularly update the Housing Officer on any appeal or 
further support application submitted and any outcome on that application. 

If an appeal and further support application are both submitted and approved by the Home Office 
(UKVI) within the notice to quit period, the Housing Officer will contact the Service User to advise 
that accommodation will continue to be provided. 

If an appeal or further application for support has not been submitted, or has been submitted and 
refused by the Home Office (UKVI), the Housing Officer will revisit the property the day following the 
expiry of the Notice to Quit (maximum 21 days), to determine whether the Service User has ceased 
to occupation or remains in residence. 

If the Service User remains in residence at that time, a 7 day lock change notice will be issued to the 
Service User. At the expiry of the 7 days, steps will be taken to enforce this notice. 

As per the above process, for cases where there is concerns relating to vulnerability which may 
require an assessment to be made by the HSCP and where there is not already service intervention, 
referrals will be completed at the point of issuing the initial notice to Quit and at any point during 
the notice period thereafter if concerns materialise. 

During the notice period, monthly property inspection visits will continue to take place as 
contractually required. During these visits. Housing Officers will take the opportunity to ask Service 
Users for any update on their move on, and reinforce the information previously communicated in 
both the move on information document and the Notice to Quit letter. 
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Appendix 1: 


Move on information document 


You are currently waiting for a decision to me made on your asylum claim. The Home Office will 

decide whether you can stay in the UK or not, and this may happen in the coming months. 

There are some things you should do now: 

Information about you and your family 

• Look at your papers from the Home Office. Make sure that your name, date of birth and other 
information are right. Do this for yourself and all the people in your family. If anything is wrong, 
you must tell the Home Office or Migrant Help and your Solicitor, if you have one. 

• Go to the processing centre to have your photographs and fingerprints taken. You should have a 
letter from the Home Office telling you where this is. Your Housing Officer will also have told 
you where to go. All members of your family must do this, including children. If you get a 
positive decision to your asylum claim the Home Office will put this information on your 
Biometric Residence Permit. (You may have done this already) 


Help and Support 

• Find out about local support groups. They will help you when you get a decision on your asylum 
claim, and may also have activities in your local area such as drop-ins. They may also help you to 
access volunteering and training. Your Housing Officer can tell you more about these groups. 
(You may have done this already). 

• There is useful information in your Welcome Pack and Housing Folder. Your Housing Officer will 
be able to answer any questions you may have. 


Your Asylum Decision 

The Home Office will decide whether to grant your claim for asylum (Positive decision), or refuse 

your claim (Negative decision). You will have to do different things depending on which decision you 

get. 

Positive decision: 

• If your claim is granted, the Home Office will give you a maximum of 28 days before your 
support stops. You will also have to leave your Serco home when your support stops. Your 
Housing Officer will arrange for you to go to the local council for a Homeless Assessment. 

• During this notice period, you will need to make your mind up about where you are going to live. 
You are free to travel to any part of the UK. You can make a homeless application to any local 
authority in Scotland. 

• If you want to stay living in Glasgow, then Glasgow City Council will take a homeless application 
from you. This will give you priority to find settled housing. It is very likely that you will need to 
be placed in temporary accommodation first. This could be a temporary furnished flat, a B&B, a 
hostel or a hotel. You do not have any choice of where the Council places you. 
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• Glasgow City Council will then attempt to get you an offer of your own settled accommodation. 
This may take some time, so it will be important that you engage with them immediately and 
attend any appointments you are asked to. You will only get one offer of settled 
accommodation from the Council, as you are classed as being homeless. If you refuse the offer, 
you may not be offered another property. 

• Your new home may not be decorated, and will not have any furniture. You may want to think 
about saving some money to buy furniture if you can. Local charities may also be able to help 
you to get furniture. 

• You will be allowed to work. If you cannot work, or do not find a job you can claim welfare 
benefit. You must go to the local Job Centre Plus. They will also help you to find a job, and may 
arrange English lessons. The Home Office will telephone you and offer to make you an 
appointment to do this. Make sure that your Housing Officer has your correct telephone 
number. 

• It is a good idea to find out where the Job Centre Plus and council Housing 
Options/Homelessness service are before your claim is decided. 


• You must tell your Housing Officer what is happening about finding a new home. 


Negative decision: 

• If your asylum claim is refused the Home Office will give you a maximum of 21 days' notice. Your 
support and accommodation will end at the end of the notice period. 

• You will not be able to get help with rehousing from the council. You will not be able to work 
and you will not be able to claim welfare benefits. 

• You may be eligible to appeal against a negative decision. If you do this you must also apply to 
the Home Office for support (Section 4 support). Both of these applications must be sent to the 
Home Office, and accepted by them before the end of the notice period. You must contact your 
Solicitor and Migrant Help if you want to appeal, and you must tell your Housing Officer what is 
happening about your appeal. 

• If you do not appeal and apply for further support, and have both of these accepted and agreed 
by the Home Office you will have to leave your Serco home at the end of notice period. 

• You should contact the Home Office Voluntary Returns Service as soon as possible on 0300 004 
0202. They will tell you what options there are for returning home with Home Office support. 


• You may also be able to get some help from local support groups. 


• You must tell your Housing Officer what is happening about any appeal you make. 
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Appendix 2: NTQ Letter 


Bringing service to life 


serco 

Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 


«Service_User» 

«Source_Property» 

Date: 

Dear«Service User» 


URGENT: NOTICE TO LEAVE YOUR ACCOMMODATION 

The Home Office (UKVI) have now informed Serco of their decision to terminate your support. 

Under the terms of your signed Occupancy Agreement you must leave your current accommodation 
no later than 12 noon on XX/XX/XXXX. You must leave all items that belong to Serco in the 
property. 

Unfortunately, you will not be entitled to access the UK benefits system or obtain alternative 
accommodation from the Local Authority. 

You may be eligible to submit an appeal and a further application for support under Section 4 of the 
Immigration and Asylum Act 1999 whilst an appeal is considered. These are two separate 
applications, and in order for Serco to consider any continued housing upon receiving a negative 
decision, your appeal and request for support must have been submitted and accepted by the Home 
Office before the end of the notice period . 

If an appeal and an application for further support are not submitted before the end of the notice 
period or are refused, your accommodation with Serco will end. Migrant Help can assist in 
submitting an appeal, you must contact them on 0808 8000 630 . 

If you wish to submit an appeal and a further application for support, you should aim to do so within 
the first week of receiving this letter, to allow enough time for the Home Office to receive and 
consider them. It is your responsibility to make these applications as soon as possible. 

Any of the third sector voluntary support agencies highlighted to you upon your induction may also 
support you through this process such as the following: 

• Migrant Help 

• The British Red Cross 

• Scottish Refugee Council 
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• Various religious organisations as advised by the Citizens Advice Bureau 

• The Voluntary Return Service 

You should contact the Home Office Voluntary Returns Service as soon as possible on 0300 004 
0202, so that you can have the options available to you fully explained. 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued and subsequently enforced. 
Serco do not have to attend at Court to carry out an eviction as asylum accommodation is exempt 
under section 23A of the Rent Act 1984, and appropriate notice has already been provided within 
this letter and in the below Notice to Quit. However, Serco still reserves the right to refer the matter 
to the Courts should you fail to leave your accommodation. 


□ I can confirm that I have had this letter given to me in person, and it has been explained to me 
and understood: 

Name:_ 

Signature:_ 

Date:_ 


□ I can confirm that I have provided this letter in person, and I have explained it to the Service User: 
Name:_ 

Role:_ 

Signature:_ 

Date:_ 

Yours Sincerely 

Serco 
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Bringing service to life 



Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 


NOTICE TO QUIT (Serco Copy) 


NASS Reference)) 


TO: «Service_User)) 

OF: «Source_Property)) 


FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51IHJ 
RE: «Source_Property)) 


Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date». 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 

However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation. 

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 
Govan Road 
Glasgow 
G511HJ 

snifeedback@serco.com 


Service User Signature 
Dated 
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NOTICE TO QUIT (Serco Copy) 

« N ASS_Refe re nee » 

TO: «Service_User» 

OF: «Source_Property» 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51IHJ 
RE: «Source_Property» 


Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date». 


If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 
However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation. 

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 
Govan Road 
Glasgow 
G51 IHJ 

snifeedback(S) serco.com 


Service User Signature 
Dated 
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ADULT PROTECTION REFERRAL FORM (AP1) 


A word copy of this form suitable for typing and printing can usually be found on the 
Local Authority/HSCP and NHS Adult Support and Protection webpage. 


ADULT AT RISK DETAILS (please print details, thank you) 

NAME 


DOB 


HOME 

ADDRESS 


CURRENT 

WHEREABOUTS 


POSTCODE 


POSTCODE 


TEL NO: 


TEL NO: 


GENDER 

ETHNIC 

ORIGIN 


RELIGION 

COMMUNICATION NEEDS 

(please provide details including communication 
aids by the adult and specify first language if not 
English) 


GP NAME/ADDRESS 



REFERRER DETAILS (please print details, thank you) | 

NAME 


DESIGNATION 


AGENCY 


DIRECT DIAL 
TEL NO: 


EMAIL 

ADDRESS 


RELATIONSHIP TO ADULT 
BEING REFERRED: 


SIGNATURE 


DATE 



IS IT SUSPECTED THAT A CRIME HAS BEEN COMMITTED AND HAVE POLICE 
BEEN INFORMED? (Include date, time, known action taken etc.) 
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1 DETAILS OF CONCERN (please PRINT details, thank you) | 

1) IN YOUR OPINION IS THE 
ADULT ABLE TO SAFEGUARD 
THEIR OWN WELLBEING, 
PROPERTY, RIGHTS OR 
OTHER INTERESTS? (If no, 
please state reason) 


2) IN YOUR OPINION IS THE 
ADULT AT RISK OF HARM? (if 
yes, please state reason) 


3) IN YOUR OPINION IS THE 
ADULT AFFECTED BY 
DISABILITY, MENTAL 
DISORDER, ILLNESS OR 
PHYSICAL OR MENTAL 
INFIRMITY (if yes, please 
specify) 


GIVE DETAILS OF HARM (SUSPECTED / WITNESSED / DISCLOSED / REPORTED). 
DATES, PROTECTIVE ACTIONS TAKEN INCLUDE DETAILS OF ANY PREVIOUS 
CONCERNS, (please use separate sheet if required) 


HAVE YOU (OR ANY OTHER 
PERSON) TOLD THE ADULT 

THAT THIS INFORMATION WILL 
BE SHARED WITH SOCIAL 

WORK OR OTHER RELEVANT 
AGENCIES 

YES / NO (delete as appropriate) If NO please 
state reasons 


DETAILS OF PERSON SUSPECTED OF CAUSING HARM (If known) (please print 

details, thank you) 

NAME 


RELATIONSHIP 
TO ADULT: 


ADDRESS 


TEL NO 


DETAILS OF MAIN CARER / RELATIVE / POA / GAURDIAN (please print details, thank you) | 

NAME 


RELATIONSHIP 
TO ADULT: 


ADDRESS 


TEL NO 
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Move on information document 

You are currently waiting for a decision to me made on your asylum claim. The Home Office will 

decide whether you can stay in the UK or not, and this may happen in the coming months. 

There are some things you should do now: 

Information about you and your family 

• Look at your papers from the Home Office. Make sure that your name, date of birth and other 
information are right. Do this for yourself and all the people in your family. If anything is wrong, 
you must tell the Home Office or Migrant Help and your Solicitor, if you have one. 

• Go to the processing centre to have your photographs and fingerprints taken. You should have a 
letter from the Home Office telling you where this is. Your Housing Officer will also have told 
you where to go. All members of your family must do this, including children. If you get a 
positive decision to your asylum claim the Home Office will put this information on your 
Biometric Residence Permit. (You may have done this already) 


Help and Support 

• Find out about local support groups. They will help you when you get a decision on your asylum 
claim, and may also have activities in your local area such as drop-ins. They may also help you to 
access volunteering and training. Your Housing Officer can tell you more about these groups. 
(You may have done this already). 

• There is useful information in your Welcome Pack and Housing Folder. Your Housing Officer will 
be able to answer any questions you may have. 


Your Asylum Decision 

The Home Office will decide whether to grant your claim for asylum (Positive decision), or refuse 
your claim (Negative decision). You will have to do different things depending on which decision you 
get. 

Positive decision: 

• If your claim is granted, the Home Office will give you a maximum of 28 days before your 
support stops. You will also have to leave your Serco home when your support stops. Your 
Housing Officer will arrange for you to go to the local council for a Homeless Assessment. 

• During this notice period, you will need to make your mind up about where you are going to live. 
You are free to travel to any part of the UK. You can make a homeless application to any local 
authority in Scotland. 


• If you want to stay living in Glasgow, then Glasgow City Council will take a homeless application 
from you. This will give you priority to find settled housing. It is very likely that you will need to 
be placed in temporary accommodation first. This could be a temporary furnished flat, a B&B, a 
hostel or a hotel. You do not have any choice of where the Council places you. 
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• Glasgow City Council will then attempt to get you an offer of your own settled accommodation. 
This may take some time, so it will be important that you engage with them immediately and 
attend any appointments you are asked to. You will only get one offer of settled 
accommodation from the Council, as you are classed as being homeless. If you refuse the offer, 
you may not be offered another property. 

• Your new home may not be decorated, and will not have any furniture. You may want to think 
about saving some money to buy furniture if you can. Local charities may also be able to help 
you to get furniture. 

• You will be allowed to work. If you cannot work, or do not find a job you can claim welfare 
benefit. You must go to the local Job Centre Plus. They will also help you to find a job, and may 
arrange English lessons. The Home Office will telephone you and offer to make you an 
appointment to do this. Make sure that your Housing Officer has your correct telephone 
number. 

• It is a good idea to find out where the Job Centre Plus and council Housing 
Options/Homelessness service are before your claim is decided. 


• You must tell your Housing Officer what is happening about finding a new home. 


Negative decision: 

• If your asylum claim is refused the Home Office will give you a maximum of 21 days' notice. Your 
support and accommodation will end at the end of the notice period. 

• You will not be able to get help with rehousing from the council. You will not be able to work 
and you will not be able to claim welfare benefits. 

• You may be eligible to appeal against a negative decision. If you do this you must also apply to 
the Home Office for support (Section 4 support). Both of these applications must be sent to the 
Home Office, and accepted by them before the end of the notice period. You must contact your 
Solicitor and Migrant Help if you want to appeal, and you must tell your Housing Officer what is 
happening about your appeal. 

• If you do not appeal and apply for further support, and have both of these accepted and agreed 
by the Home Office you will have to leave your Serco home at the end of notice period. 

• You should contact the Home Office Voluntary Returns Service as soon as possible on 0300 004 
0202. They will tell you what options there are for returning home with Home Office support. 


• You may also be able to get some help from local support groups. 


• You must tell your Housing Officer what is happening about any appeal you make. 
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Bringing service to life 


serco 


Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 


Date: 

Dear «Service User» 


«Service_User» 

«Source_Property» 


URGENT: NOTICE TO LEAVE YOUR ACCOMMODATION 


The Home Office (UKVI) have now informed Serco of their decision to terminate your support. 

Under the terms of your signed Occupancy Agreement you must leave your current accommodation 
no later than 12 noon on XX/XX/XXXX. You must leave all items that belong to Serco in the 
property. 

You will now need to make your mind up about where you are going to live. You are free to travel to 
any part of the UK. You can make a homeless application to any local authority in Scotland. 

If you want to stay living in Glasgow, then Glasgow City Council will take a homeless application from 
you. This will give you priority to find settled housing. It is very likely that you will need to be placed 
in temporary accommodation first. This could be a temporary furnished flat, a B&B, a hostel or a 
hotel. You do not have any choice of where the Council places you. 


Glasgow City Council will attempt to get you an offer of your own settled accommodation. This may 
take some time, so it is important that you engage with them immediately and attend any 
appointments you are asked to. You will only get one offer of settled accommodation from the 
Council, as you are classed as being homeless. If you refuse the offer, you may not be offered 
another property. 

Glasgow City Council's Asylum & Refugee Service will contact you very soon to see if you want help 
and to make a homeless application. If you do, you will be asked to attend an interview to get all 
your details and get a resettlement plan in place for you. 

Serco will remain in contact with the Council until your support with us ends, and will be provided 
with regular updates by them. If you fail to leave your accommodation on the date above 
voluntarily, Serco will take steps to evict you from our accommodation through a lock change notice 
being issued and ultimately enforced. Serco do not have to attend at Court to carry out an eviction 
as asylum accommodation is exempt under section 23A of the Rent Act 1984, and appropriate notice 
has already been provided within this letter and in the below Notice to Quit. However, Serco still 
reserves the right to refer the matter to the Courts should you fail to leave your accommodation. 
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Serco Business - Commercial in Confidence 


Employment & Benefits: 

"Access to You" must also make an appointment for you with the local Job Centre Plus. They will 
help you find employment in the UK. If you are unable to work, you may be entitled to claim 
benefits. The address and telephone details for the nearest Job Centre Plus is included on the 
attached sheet. 

When you attend your Housing Options appointment or at the Job Centre Plus office, you must take 
with you this letter, your Biometric Residence Permits and National Insurance Numbers (NiNo). If 
you have not yet received your Biometric Residence Permit please contact the Home Office 
telephone enquiry Bureau on 0300 123 2241 as soon as possible. 

Serco would like to wish you every success and happiness for the future. If you have any questions 
about anything written in this letter, or need any help or assistance please speak to your Housing 
Officer. 


□ I can confirm that I have had this letter given to me in person, and it has been explained to me 
and understood: 

Name:_ 

Signature:_ 

Date:_ 

□ I can confirm that I have provided this letter in person, and I have explained it to the Service User: 

Name:_ 

Role:_ 

Signature:_ 

Date:_ 

Yours Sincerely 

Serco 
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Serco Business - Commercial in Confidence 


Bringing service to life 



Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 


NOTICE TO QUIT (Serco Copy) 


NASS Reference)) 


TO: «Service_User)) 

OF: «Source_Property)) 


FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51IHJ 
RE: «Source_Property)) 


Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date». 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 

However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation. 

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 
Govan Road 
Glasgow 
G51 IHJ 

snifeedback@serco.com 


Service User Signature 
Dated 
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Serco Business - Commercial in Confidence 


NOTICE TO QUIT (Serco Copy) 

«NASS_Reference» 

TO: «Service_User» 

OF: «Source_Property» 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51IHJ 
RE: «Source_Property» 


Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date». 


If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 
However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation. 

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 
Govan Road 
Glasgow 
G51 IHJ 

snifeedback(S)serco.com 


Service User Signature 
Dated 
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Bringing service to life 


serco 


Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 


Date: 

Dear «Service User» 


«Service_User» 

«Source_Property» 


URGENT: NOTICE TO LEAVE YOUR ACCOMMODATION 

The Home Office (UKVI) have now informed Serco of their decision to terminate your support. 

Under the terms of your signed Occupancy Agreement you must leave your current accommodation 
no later than 12 noon on XX/XX/XXXX. You must leave all items that belong to Serco in the 
property. 

Unfortunately, you will not be entitled to access the UK benefits system or obtain alternative 
accommodation from the Local Authority. 

You may be eligible to submit an appeal and a further application for support under Section 4 of the 
Immigration and Asylum Act 1999 whilst an appeal is considered. These are two separate 
applications, and in order for Serco to consider any continued housing upon receiving a negative 
decision, your appeal and request for support must have been submitted and accepted by the Home 
Office before the end of the notice period . 

If an appeal and an application for further support are not submitted before the end of the notice 
period or are refused, your accommodation with Serco will end. Migrant Help can assist in 
submitting an appeal, you can contact them on 0808 8000 630 . 

If you wish to submit an appeal and a further application for support, you should aim to do so within 
the first week of receiving this letter, to allow enough time for the Home Office to receive and 
consider them. 

Any of the third sector voluntary support agencies highlighted to you upon your induction may also 
support you through this process such as the following: 

• Migrant Help 

• The British Red Cross 

• Scottish Refugee Council 

• Various religious organisations as advised by the Citizens Advice Bureau 

• The Voluntary Return Service 
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Serco Business - Commercial in Confidence 


You should contact the Home Office Voluntary Returns Service as soon as possible on 0300 004 
0202, so that you can have the options available to you fully explained. 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued and ultimately enforced. 
Serco do not have to attend at Court to carry out an eviction as asylum accommodation is exempt 
under section 23A of the Rent Act 1984, and appropriate notice has already been provided within 
this letter and in the below Notice to Quit. However, Serco still reserves the right to refer the matter 
to the Courts should you fail to leave your accommodation. 


□ I can confirm that I have had this letter given to me in person, and it has been explained to me 
and understood: 

Name:_ 

Signature:_ 

Date:_ 


□ I can confirm that I have provided this letter in person, and I have explained it to the Service User: 
Name:_ 

Role:_ 

Signature:_ 

Date:_ 

Yours Sincerely 

Serco 
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Serco Business - Commercial in Confidence 


Bringing service to life 



Glasgow, G51 1HJ 
www.serco.com 


NOTICE TO QUIT (Serco Copy) 

NASS_Reference» 

TO: «Service_User» 

OF: «Source_Property» 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51IHJ 
RE: «Source_Property» 


Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date». 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 

However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation. 

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 
Govan Road 
Glasgow 
G51 IHJ 

snifeedback@serco.com 


Service User Signature 
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Serco Business - Commercial in Confidence 


Dated 


NOTICE TO QUIT (Serco Copy) 


TO: «Service_User» 

OF: «Source_Property» 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51IHJ 
RE: «Source_Property» 


«NASS Reference)) 


Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date». 


If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 
However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation. 

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 
Govan Road 
Glasgow 
G51 IHJ 

snifeedback(S)serco.com 


Service User Signature 
Dated 
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Glosqow City 

HSCP 

Heol'h and Sociol Care Partnership 



Move on Protocol (Negative Households) 


Overview 

The intention of this pathway/protocol development is for Serco (as the provider of Asylum 
Dispersal within Scotland), Glasgow's Health and Social Care Partnership and Glasgow City Council to 
work together in partnership to eliminate or drastically reduce the rates of over staying of former 
asylum households who should no longer be residing within the asylum system, to effectively 
manage the expectation of service users throughout the asylum journey in relation to their options 
post decision, and to ensure the safety and protection of those former asylum seeking households in 
receipt of a negative decision where their vulnerability may infer duties of care or accommodation 
may be owed under another legislative framework outside of immigration legislation. 


Induction Stage 

Serco will integrate within all Service User inductions, content in relation to the potential outcomes 
at the end of the asylum application process, in addition to what this will mean in practical terms in 
relation to move on from Serco accommodation. This information will seek to effectively manage the 
expectations of Service Users in relation to local authority accommodation duties if they receive a 
positive decision on their claim, and will equally seek to provide clarity in terms of entitlements for 
those cases who receive a negative decision. 

The induction into the property will be completed by the relevant Housing Officer, and will be 
supported by a visual and audio video induction that has been translated into the Service User's first 
language (if it falls within the most common Top 10 languages of the asylum population). This video 
will include content in relation to the end of process and will be reinforced through repeat 
messaging further along the asylum claim process for each household. 


Move On Information Document 

Throughout any service user's stay in Dispersed Accommodation, Serco Housing Officers will conduct 
continual expectation management in regards to what service users should expect at the end of the 
asylum process post decision outcome, and to provide information on the relevant ensuing options 
that will likely be available in relation to move on from Serco accommodation. Housing Officers will 
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remind Service Users to review this document and take appropriate actions within at periodic visits 
e.g. monthly, quarterly. 

This is in order to reiterate the original messaging provided at induction stage and to continue to 
effectively manage expectations, in addition to being used as an opportunity to encourage the 
Service User to make themselves familiar with local statutory and voluntary services, and take any 
actions in relation to their claim that may be required. 

In order to ensure accurate and consistent messaging, an information document attached at 
Appendix 1 will be translated into the most common Top 10 languages of the asylum population. A 
copy of the document in all languages (including English) will be placed in the property folder of each 
Serco property for reference by the Service User. The top 10 languages will be reviewed annually to 
ensure they remain reflective of the general service user population, and if there has been a notable 
shift the document will be translated into further languages as required. 

To ensure that this process is being followed. Exit Surveys conducted by the Partnership Team at the 
end of the asylum process will also be utilised to provide an independent audit in this regard. A 
summary report of exit survey outcomes (which include other subject areas) will be reported into 
monthly Contract Leadership team meetings for monitoring. 


Partnership meetings (Vulnerability) 

Representatives of Serco, Glasgow City Council and Glasgow Health and Social Care Partnership 
commit to meet jointly either in person or by telephone on a monthly basis to discuss any cases 
where Serco may be concerned about the vulnerability of a service user currently awaiting the 
outcome of an asylum claim, and where there is not known to already be service intervention in 
place by either the local authority or HSCP. 

Service user information will not be disclosed, and any discussion will strictly relate to the 
circumstances and related concerns held. The intention of these meetings is for the LA/HSCP to act 
in an advisory capacity in order to enable Serco to ensure appropriate referrals for assessment are 
submitted at the earliest opportunity. 

No personal or identifiable data will be shared in these meetings. 

NTQ/Letter issuing 

The Housing Officer will contact the Primary applicant by telephone to visit the household at the 
earliest opportunity; and within 48 hours of Serco being notified by the Home Office (UKVI) of a 
household having been issued with a negative decision on their asylum claim, to issue in person to 
the primary applicant a letter and Notice to Quit (maximum 21 days). 

Housing Officers will endeavour in all cases to provide the information contained within the 
letter/NTQto the service user verbally utilising translation services. In addition the service user will 
be provided with a written copy of the letter/NTQ both in English and in their first language, if it falls 
within the most common Top 10 languages of the asylum population. The top 10 languages will be 
reviewed annually to ensure they remain reflective of the general service user population, and if 
there has been a notable shift the document will be translated into further languages as required. 
The template letter/NTQ is attached at Appendix 2. 
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Appeals & Section 4 support applications 

The agreed processing time for applications for support submitted under Section 4 of the Asylum 
and Immigration Act 1999 by the Home Office (UKVI) is 7 days. 

As per the NTQ and supporting letter. Service Users will be advised at the point of issuing by the 
Housing Officer that they should seek to submit any appeal and application for support within the 
first week following receipt, in addition to being advised of how they can access support to do so. 
This advice is being given in order to ensure sufficient time is allowed for the Home Office to 
consider any support applications and determine a decision before the expiry of the notice, in the 
context that Serco will end the provision of accommodation if both applications have not been 
submitted and approved. 

For any cases where an application for support under section 4 has been submitted and approved 
within the notice period (maximum 21 days), Serco will continue to provide accommodation. 


Post decision communications - Serco, the Local Authority & the Health and 
Social Care Partnership 

where it is known that a household in receipt of a negative decision has an existing care or support 
package in place with the Local Authority or Health and Social Care Partnership, the Team Leader will 
make direct contact via email or telephone with the relevant Caseworker to update them on the 
decision that the household has received, and to request an assessment in regards to whether a duty 
of accommodation may be owed by the LA/HSCP under another legislative framework e.g. Adult 
Support and Protection (Scotland) Act 2007, Mental Health (Care and Provision) Act 2003, Children 
Act (Scotland) 1995. 

It is likely that in most instances through the monthly meetings, that concerns about the vulnerability 
or immediate wellbeing of a household has already led to a request for service where appropriate, 
however in a small number of cases there may be concerns that emerge post decision. In such 
instances, Serco's Housing Officers will liaise with their Team Leader to determine whether a request 
for service/assessment from the LA/HSCP should be made, and where it is agreed that a referral is 
required it will be made within 24 hours. 

All referrals should be made on the vulnerable adult emergency safeguarding form API (Appendix 3) 
to "Social Care Direct" via email to socialcaredirect@glasgow.gov.uk . Telephone follow up can be 
made on 0141287 0555. 

All email referrals must also have the UKVI Safeguarding Team copied in at 
SafeguardCoordinatorSNI@homeoffice.gsi.gov.uk 

In all such instances stated above, the LA/HSCP commit to providing a written outcome to Serco 
updating as to whether based on the concerns raised a requirement for assessment exists, and if so 
what the outcome of any assessment was prior to the expiry of the notice (maximum of 21 days). 
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Assessment Outcomes 

where it has been determined that a duty of accommodation is not owed by the Local Authority or 
HSCP under any other legislative framework, Serco will take immediate steps to progress with 
eviction via lock change notice proceedings as with all other none complex cases. 

Where the local authority/HSCP has determined that a duty of accommodation is owed they will 
take immediate steps to work with Serco on an exit plan from the property in pursuit of fulfilling 
their statutory obligations to the service user 


Post Decision communications with Service Users 

As per the above process, Serco will contact the Service User following notification of 
discontinuation of support by the Home Office (UKVI) in order to serve the relevant Notice to Quit 
documentation, and to provide appropriate advice on what steps the service user should take in 
regards to accessing support around move on or legal advice in regards to appeals/further 
submissions within the notice period. 

As per previous correspondence issued to the Service User, during the Notice to Quit period, the 
expectation is that the Service User will regularly update the Housing Qfficer on any appeal or 
further support application submitted and any outcome on that application. 

If an appeal and further support application are both submitted and approved by the Home Qffice 
(UKVI) within the notice to quit period, the Housing Officer will contact the Service User to advise 
that accommodation will continue to be provided. 

If an appeal or further application for support has not been submitted, or has been submitted and 
refused by the Home Office (UKVI), the Housing Officer will revisit the property the day following the 
expiry of the Notice to Quit (maximum 21 days), to determine whether the Service User has ceased 
to occupation or remains in residence. 

If the Service User remains in residence at that time, a 7 day lock change notice will be issued to the 
Service User. At the expiry of the 7 days, steps will be taken to enforce this notice. 

As per the above process, for cases where there is concerns relating to vulnerability which may 
require an assessment to be made by the HSCP and where there is not already service intervention, 
referrals will be completed at the point of issuing the initial notice to Quit and at any point during 
the notice period thereafter if concerns materialise. 

During the notice period, monthly property inspection visits will continue to take place as 
contractually required. During these visits. Housing Officers will take the opportunity to ask Service 
Users for any update on their move on, and reinforce the information previously communicated in 
both the move on information document and the Notice to Quit letter. 
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Appendix 1: 


Move on information document 


You are currently waiting for a decision to me made on your asylum claim. The Home Office will 

decide whether you can stay in the UK or not, and this may happen in the coming months. 

There are some things you should do now: 

Information about you and your family 

• Look at your papers from the Home Office. Make sure that your name, date of birth and other 
information are right. Do this for yourself and all the people in your family. If anything is wrong, 
you must tell the Home Office or Migrant Help and your Solicitor, if you have one. 

• Go to the processing centre to have your photographs and fingerprints taken. You should have a 
letter from the Home Office telling you where this is. Your Housing Officer will also have told 
you where to go. All members of your family must do this, including children. If you get a 
positive decision to your asylum claim the Home Office will put this information on your 
Biometric Residence Permit. (You may have done this already) 


Help and Support 

• Find out about local support groups. They will help you when you get a decision on your asylum 
claim, and may also have activities in your local area such as drop-ins. They may also help you to 
access volunteering and training. Your Housing Officer can tell you more about these groups. 
(You may have done this already). 

• There is useful information in your Welcome Pack and Housing Folder. Your Housing Officer will 
be able to answer any questions you may have. 


Your Asylum Decision 

The Home Office will decide whether to grant your claim for asylum (Positive decision), or refuse 
your claim (Negative decision). You will have to do different things depending on which decision you 
get. 

Positive decision: 

• If your claim is granted, the Home Office will give you a maximum of 28 days before your 
support stops. You will also have to leave your Serco home when your support stops. Your 
Housing Officer will arrange for you to go to the local council for a Homeless Assessment. 

• During this notice period, you will need to make your mind up about where you are going to live. 
You are free to travel to any part of the UK. You can make a homeless application to any local 
authority in Scotland. 


• If you want to stay living in Glasgow, then Glasgow City Council will take a homeless application 
from you. This will give you priority to find settled housing. It is very likely that you will need to 
be placed in temporary accommodation first. This could be a temporary furnished flat, a B&B, a 
hostel or a hotel. You do not have any choice of where the Council places you. 
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• Glasgow City Council will then attempt to get you an offer of your own settled accommodation. 
This may take some time, so it will be important that you engage with them immediately and 
attend any appointments you are asked to. You will only get one offer of settled 
accommodation from the Council, as you are classed as being homeless. If you refuse the offer, 
you may not be offered another property. 

• Your new home may not be decorated, and will not have any furniture. You may want to think 
about saving some money to buy furniture if you can. Local charities may also be able to help 
you to get furniture. 

• You will be allowed to work. If you cannot work, or do not find a job you can claim welfare 
benefit. You must go to the local Job Centre Plus. They will also help you to find a job, and may 
arrange English lessons. The Home Office will telephone you and offer to make you an 
appointment to do this. Make sure that your Housing Officer has your correct telephone 
number. 

• It is a good idea to find out where the Job Centre Plus and council Housing 
Options/Homelessness service are before your claim is decided. 


• You must tell your Housing Officer what is happening about finding a new home. 


Negative decision: 

• If your asylum claim is refused the Home Office will give you a maximum of 21 days' notice. Your 
support and accommodation will end at the end of the notice period. 

• You will not be able to get help with rehousing from the council. You will not be able to work 
and you will not be able to claim welfare benefits. 

• You may be eligible to appeal against a negative decision. If you do this you must also apply to 
the Home Office for support (Section 4 support). Both of these applications must be sent to the 
Home Office, and accepted by them before the end of the notice period. You must contact your 
Solicitor and Migrant Help if you want to appeal, and you must tell your Housing Officer what is 
happening about your appeal. 

• If you do not appeal and apply for further support, and have both of these accepted and agreed 
by the Home Office you will have to leave your Serco home at the end of notice period. 

• You should contact the Home Office Voluntary Returns Service as soon as possible on 0300 004 
0202. They will tell you what options there are for returning home with Home Office support. 


• You may also be able to get some help from local support groups. 


• You must tell your Housing Officer what is happening about any appeal you make. 
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Appendix 2: NTQ Letter 


Bringing service to life 


serco 

Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 


«Service_User» 

«Source_Property» 

Date: 

Dear«Service User» 


URGENT: NOTICE TO LEAVE YOUR ACCOMMODATION 

The Home Office (UKVI) have now informed Serco of their decision to terminate your support. 

Under the terms of your signed Occupancy Agreement you must leave your current accommodation 
no later than 12 noon on XX/XX/XXXX. You must leave all items that belong to Serco in the 
property. 

Unfortunately, you will not be entitled to access the UK benefits system or obtain alternative 
accommodation from the Local Authority. 

You may be eligible to submit an appeal and a further application for support under Section 4 of the 
Immigration and Asylum Act 1999 whilst an appeal is considered. These are two separate 
applications, and upon receiving a negative decision, your appeal and request for support must have 
been submitted and accepted by the Home Office before the end of the notice period for your 
housing to continue. 

If an appeal and an application for further support are not submitted before the end of the notice 
period or are refused, your accommodation with Serco will end. Migrant Help can assist in 
submitting an appeal, you must contact them on 0808 8000 630. 

If you wish to submit an appeal and a further application for support, you should aim to do so within 
the first week of receiving this letter, to allow enough time for the Home Office to receive and 
consider them. It is your responsibility to make these applications as soon as possible. 

Any of the third sector voluntary support agencies highlighted to you upon your induction may also 
support you through this process such as the following: 

• Migrant Help 

• The British Red Cross 

• Scottish Refugee Council 
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• Various religious organisations as advised by the Citizens Advice Bureau 

• The Voluntary Return Service 

You should contact the Home Office Voluntary Returns Service as soon as possible on 0300 004 
0202, so that you can have the options available to you fully explained. 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued and subsequently enforced. 
Serco do not have to attend at Court to carry out an eviction as asylum accommodation is exempt 
under section 23A of the Rent Act 1984, and appropriate notice has already been provided within 
this letter and in the below Notice to Quit. However, Serco still reserves the right to refer the matter 
to the Courts should you fail to leave your accommodation. 


□ I can confirm that I have had this letter given to me in person, and it has been explained to me 
and understood: 

Name:_ 

Signature:_ 

Date:_ 


□ I can confirm that I have provided this letter in person, and I have explained it to the Service User: 
Name:_ 

Role:_ 

Signature:_ 

Date:_ 

Yours Sincerely 

Serco 
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Bringing service to life 



Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 


NOTICE TO QUIT (Serco Copy) 


NASS Reference)) 


TO: «Service_User)) 

OF: «Source_Property)) 


FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51IHJ 
RE: «Source_Property)) 


Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date». 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 

However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation. 

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 
Govan Road 
Glasgow 
G511HJ 

snifeedback@serco.com 


Service User Signature 
Dated 
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NOTICE TO QUIT (Serco Copy) 

« N ASS_Refe re nee » 

TO: «Service_User» 

OF: «Source_Property» 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51IHJ 
RE: «Source_Property» 


Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date». 


If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 
However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation. 

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 
Govan Road 
Glasgow 
G51 IHJ 

snifeedback(S) serco.com 


Service User Signature 
Dated 
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ADULT PROTECTION REFERRAL FORM (API) 


A word copy of this form suitable for typing and printing can usually be found on the 
Local Authority/HSCP and NHS Adult Support and Protection webpage. 


ADULT AT RISK DETAILS (please print details, thank you) 

NAME 


DOB 


HOME 

ADDRESS 


CURRENT 

WHEREABOUTS 


POSTCODE 


POSTCODE 


TEL NO: 


TEL NO: 


GENDER 

ETHNIC 

ORIGIN 


RELIGION 

COMMUNICATION NEEDS 

(please provide details including communication 
aids by the adult and specify first language if not 
English) 


GP NAME/ADDRESS 



REFERRER DETAILS (please print details, thank you) | 

NAME 


DESIGNATION 


AGENCY 


DIRECT DIAL 
TEL NO: 


EMAIL 

ADDRESS 


RELATIONSHIP TO ADULT 
BEING REFERRED: 


SIGNATURE 


DATE 



IS IT SUSPECTED THAT A CRIME HAS BEEN COMMITTED AND HAVE POLICE 
BEEN INFORMED? (Include date, time, known action taken etc.) 
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1 DETAILS OF CONCERN (please PRINT details, thank you) | 

1) IN YOUR OPINION IS THE 
ADULT ABLE TO SAFEGUARD 
THEIR OWN WELLBEING, 
PROPERTY, RIGHTS OR 
OTHER INTERESTS? (If no, 
please state reason) 


2) IN YOUR OPINION IS THE 
ADULT AT RISK OF HARM? (if 
yes, please state reason) 


3) IN YOUR OPINION IS THE 
ADULT AFFECTED BY 
DISABILITY, MENTAL 
DISORDER, ILLNESS OR 
PHYSICAL OR MENTAL 
INFIRMITY (if yes, please 
specify) 


GIVE DETAILS OF HARM (SUSPECTED / WITNESSED / DISCLOSED / REPORTED). 
DATES, PROTECTIVE ACTIONS TAKEN INCLUDE DETAILS OF ANY PREVIOUS 
CONCERNS, (please use separate sheet if required) 


HAVE YOU (OR ANY OTHER 
PERSON) TOLD THE ADULT 

THAT THIS INFORMATION WILL 
BE SHARED WITH SOCIAL 

WORK OR OTHER RELEVANT 
AGENCIES 

YES / NO (delete as appropriate) If NO please 
state reasons 


DETAILS OF PERSON SUSPECTED OF CAUSING HARM (If known) (please print 

details, thank you) 

NAME 


RELATIONSHIP 
TO ADULT: 


ADDRESS 


TEL NO 


DETAILS OF MAIN CARER / RELATIVE / POA / GAURDIAN (please print details, thank you) | 

NAME 


RELATIONSHIP 
TO ADULT: 


ADDRESS 


TEL NO 
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serco 


Media Release 


Statement by Serco on Asylum Seeker accommodation in Glasgow 
*For Immediate release* 

4 August 2018 

We believe it likely that our decision to proceed with lock-changes on the accommodation of six people whose 
asylum claims have been declined by the Home Office will be challenged in the Courts in the coming days. We 
unreservedly welcome such a legal challenge, as it will enable all parties to clarify an area of Scottish law which 
has so far been untested; this Is where tenancies/rights of occupation provided under Part VI of the 1 mmigratlon 
and Asylum Act 1999 are specifically excluded from the protections of section 23 of the Rent (Scotland) Act 1984. 
This should mean that all parties will get clarity as to how the law will apply to people who refuse to move on 
from the free accommodation provided to them whilst their claims for asylum are being adjudicated. We have 
strong legal advice that our approach Is fully within the law, but we think it would be helpful for all Interested 
parties to have the Courts confirm the position. 

In order to facilitate the path of a legal adjudication, Serco wlll:- 

• Extend the notice period by 21 days for the six people currently subject to lock-change notices; this will 
allow them more time to prepare their representations, or to move out of their properties. 

• Pause all further lock-change notices to other asylum seekers who have received negative decisions 
whilst the law is being tested and clarified. This will also give stakeholders who support asylum seekers 
more time to prepare for what Is likely to be an Increase in the number of people seeking their help. 

Serco, which has been the subject of some pretty vile abuse over recent days, would like to take the opportunity 
through this statement of having a "right of reply". 

1. By way of context, Serco cares for around 17,000 asylum seekers in the UK providing accommodation 
and welfare under contract to the Home Office. 5,000 of these people are in Scotland, and almost all of 
them are in Glasgow, which is the only area within Scotland that has been willing to extend help on any 
material scale to asylum seekers. 

2. The asylum system is established to provide a fair way of adjudicating the claims of people who seek 
asylum and protection in this country. Not all these claims will meet the criteria agreed by Parliament 
and international convention, and there will be people for whom, at the end of a process that can last 
years, the answer is "no". This means that they have no legal right to remain in the country, and are 
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continued 


expected to leave. Many of the people, singles, couples and families, who receive these negative 
decisions are not unnaturally distressed, and some are vulnerable. 

3. Following a Home Office negative decision, which is subject to multiple stages of appeal, the failed 
asylum seeker is given 21 days notice that their taxpayer-funded support - which includes a daily living 
allowance and free accommodation - will be stopped. What should then happen is that they leave their 
accommodation, and the country. In practice, many of these people do not leave, which is not surprising 
because many of them have nowhere obvious to go and if they stay they continue to get free housing. 

4. At this point, Serco is put in an impossible position: nobody wants to make someone who is in difficult 
circumstances homeless, and in many cases our housing officers have been caring for these people and, 
often, their children, for months or years. But Serco is neither a welfare agency, nor a charity; providing 
accommodation, paying the rent, rates, water, electricity and heating costs a lot of money, and the Home 
Office, as taxpayers would expect it to be, is rigorous about cutting off support once someone has 
reached the end of the process, leaving Serco to pick up the bills. 

5. In Scotland, we have, up until now, chosen not to evict people when the Home Office funding stops. For 
reasons of humanity, decency and welfare, we have continued to provide free accommodation, entirely 
at our expense, to failed asylum seekers for months, even years. We ask them to leave; we signpost 
them to agencies who can support them if they do leave; but we have not taken action to evict them 
except in cases of unacceptable behaviour. As a consequence, we are currently providing free 
accommodation to around 330 people who have over-stayed their notice period; about 240 of them have 
received negative decisions; 88 people had their Home Office support stopped more than six months 
ago; two people have been with us more than two years. In these respects the pro bono support we 
give to failed asylum seekers far exceeds that provided by the voluntary sector in Glasgow, and it is 
therefore extremely upsetting to be accused of being "uncaring", "callous", "ignoring the plight of 
desperate people", and "putting profit before people". 

6. We are now, unfortunately, going to have to change our approach, and we are forced to do so for two 
reasons:- 

a. The number of people who are over-staying, and for whom we are providing free 
accommodation, has almost doubled in a year, from 167 in August 2017 to around 330 now. At 
this level, we simply cannot afford to continue. 

b. The unwillingness of other Local Authorities to follow Glasgow's example in providing support for 
asylum seekers means that the supply of suitable housing is desperately tight. There are around 
180 new asylum seekers arriving in Glasgow each month, at the start of their pathway through 
the asylum system; many of these people are themselves vulnerable and distressed, and in 
desperate need of housing. But if the people who have reached the end of their pathway do not 
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move on, the new arrivals may have to be housed in hostels or hotels or other unsuitable 
accommodation; this is grossly unfair on the new arrivals. 

7. It is completely untrue to say, as some have claimed, that this issue has come as a surprise, or that there 
has been a lack of engagement. Charities, officials, MPs and councillors who interest themselves in these 
matters, knew that there was a growing problem with over-stayers, and that we were going to have to 
act. We have engaged with all the major stakeholders regularly on this issue, with numerous minuted 
meetings and email exchanges. Shortly before the storm of recent publicity we agreed with Glasgow City 
Council a formal "Move On" protocol which sets out the procedure to be followed for lock changes. 

8. It is completely untrue that "mass evictions" were ever going to happen or even contemplated. We 
wrote to stakeholders making it plain that we were planning to give lock-change notices to no more than 
six people in the first week, and twelve in the second. Those who found it expedient to sensationalise 
for their own purposes a hugely sensitive issue and whip up sentiment by suggesting that hundreds of 
people were to be made homeless overnight have caused unnecessary concern and distress to the 5,000 
or so men, women and children being cared for by us in Glasgow. Shame on them. 

Any asylum system has to have a way of supporting people who are unsuccessful in their applications. So far, 
the main burden of this in Scotland has been born by Serco, and as a consequence hidden from public view. But 
as the number of people refusing to move on relentlessly increases, as new asylum seekers enter the system, 
and as the supply of accommodation in Glasgow remains static, we just cannot continue to provide the amount 
of free accommodation we currently do. 

We commit that we will work energetically with Glasgow City Council, the Scottish Government, charities and the 
Home Office to ease the path of people as they move on at the end of their adjudication process. We will 
continue to try to persuade other parts of Scotland to take their fair share of asylum seekers, rather than relying 
on Glasgow. 

We provide accommodation and care for some 17,000 men, women and children; nobody understands better 
than us just how much trauma many of those who seek asylum and protection in our country have suffered. Our 
Housing Officers see it in their eyes every day. But we need to find practical solutions to a very serious, sensitive 
and difficult issue of how to manage those people who, at the end of the adjudication process, have not been 
granted the right to remain in this country and need to move on. 

Rupert Soames 
Chief Executive 
Serco Group pic 

Ends 
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For further information, please contact: 



Notes to editors: 

About Serco 


Serco is a leading provider of public services. Our customers are governments or others operating in the public 
sector. We gain scale, expertise and diversification by operating internationally across five sectors and four 
geographies: Defence, Justice & Immigration, Transport, Health and Citizen Services, delivered in UK & Europe, 
North America, Asia Pacific and the Middle East. More information can be found at www.serco.com 
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